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ABSTRACT 
 
 An evolving area of technology application in restaurants includes the use of 
computer-based training (CBT).   Restaurant organizations have the ability to train staff 
on any topic through electronic formats delivered on-demand through computers 
connected to the Internet.  This study used a mixed methods approach to better 
understand factors that influence a quick service restaurant (QSR) owner’s intent to use 
an available platform for training supervisory and non-supervisory employees.   
Three focus groups consisting of four QSR owners each (n=12) took place over a 
two-month time period in June of 2010.  Open-ended questions were asked during each 
focus group seeking information about owners’ perceptions of an existing training 
platform and factors that influence the decision to use the platform for training 
employees.   Using the constant comparative method of analysis, trust was determined to 
be a common theme owners identified as important.  
An online survey using constructs of the technology acceptance model (TAM) 
was developed with questions addressing perceived usefulness, perceived ease of use, 
and intent to use along with questions designed to assess owners’ trust in system, content, 
and employee behavior.   Questions incorporated a 7-point Likert-type scale ranging from 
1 = Completely Disagree to 7 = Completely Agree.  
Invitations were emailed to owners representing approximately 400 restaurants of 
a QSR chain in a southwestern U.S. market in June of 2015.  Thirty-one of the invitations 
were opened and 21 surveys were completed.  Three of twenty-one (14.3%) either 
disagreed or neither agreed nor disagreed (rating 4 or less on the 7-point scale)  
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with the statement I will use or continue to use the training platform for training 
managers and supervisory staff in my restaurant(s) and five of twenty-one (23.8%) 
disagreed or neither agreed nor disagreed with the statement I will use or continue to use 
the training platform for training non-supervisory staff in my restaurant(s). 
 Owners who do not intend or are not sure of their intent to continue using the 
system were more likely to distrust that employees accurately report training hours or pay 
attention to the content provided in the training modules than owners who indicated the 
intent to use the system.
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CHAPTER I. INTRODUCTION 
 
The hospitality industry has fully embraced computer technologies to enhance its 
operational efficiency and effectiveness.  Restaurant operators no longer need to be 
convinced of the benefits of technology for daily operations; computer-based applications 
are now commonplace in foodservice facilities.  Computer applications in hospitality are 
used to help operators work efficiently  (Law, Leung, Au & Lee, 2013).  Computers in 
restaurants are used in accounting, inventory control, costing of recipes, employee 
scheduling, point-of-sale transactions, and labor forecasting (Mandabach, Blanch, Van 
Leeuwen & Waters, 2007).  
The use of technology for training in the hospitality industry is not a new idea.  
Computer-based training has been successful for improving training and customer service 
in hotels and foodservice establishments for years.  Still, computer-based training for 
managers and non-management employees in the foodservice industry is not always 
commonplace.  
Forty percent of multi-unit restaurant operators use the Internet as a medium for 
training employees, and percent usage tends to trend upward as annual revenue increases 
(Singh, Kim & Feinstein, 2011).  Despite availability, computer-based training modules 
are not often utilized in many restaurants (Behnke & Ghiselli, 2004).  It is unclear how 
effective these systems are being implemented and what barriers exist for restaurant 
operators who are not utilizing these available technology tools. 
 
Significance of Study 
 
The benefits of computer-based training (CBT) in foodservice environments have 
been demonstrated.  CBT offers the capacity to integrate a consistent curriculum in a 
  
2 
flexible format using diverse methods (Behnke & Ghiselli, 2004).  However, restaurant 
owners and managers may continue to resist these tools because of perceived or actual 
barriers such as costs of implementation or lack of familiarity with available 
technologies.  Knowing factors that deter implementation of computer-based training in a 
Quick Service Restaurant (QSR) setting will be useful for developers of training 
materials, hardware providers, and store operators.  Future efforts can be made to address 
the impediments once they are identified. 
 
Purpose of Research 
Computer-based training programs for QSR operators are readily available; 
however, some operators may resist implementation of available tools because of 
perceived or actual barriers.  The purpose of this study is to identify what impediments to 
implementation of computer-based training exist for a QSR chain. More specific 
objectives for this study are to: 
1. identify perceptions of QSR owners in a specific chain toward computer-
based employee training;  
2. examine the QSR owners’ perceived challenges to use computer-based 
training using qualitative methods; and 
3. test the QSR owners’ perceptions of impediments for CBT implementation 
using quantitative methods. 
Research Questions:  
This study attempts to answer the following questions from the perspective of a 
QSR owner: 
Phase One (Focus Groups): 
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1. What are the impediments of implementing computer-based training 
(CBT) in a quick service restaurant (QSR)? 
2. What are the perceived issues of QSR owners with regard to the 
acceptability of CBT among management and employees? 
3. What perceived issues exist with regard to the reliability of CBT to 
effectively train QSR employees? 
Phase Two (Online Survey) 
1. Do Subway owners trust the University of Subway content and 
platform?   
2. Do Subway owners trust employees to pay attention to the modules in 
the University of Subway? 
3. Do Subway owners trust employees to accurately report their 
University of Subway training hours? 
4. Are restaurant owners who express concern with trust less likely to 
intend to use the University of Subway? 
 
Assumptions 
This research is conducted under the following assumptions: 
1. The restaurant owner is involved with management decisions of the restaurant 
with regard to training. 
2. The owner is believed to accurately identify impediments to implementing 
computer based training technology in their respective restaurant(s). 
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3. The respondent is believed to accurately answer questions conducted in the 
focus group and/or survey. 
 
Definition of Terms 
 
Quick Service Restaurant (QSR) 
Commonly referred to as fast-food establishments, Quick Service Restaurants are 
generally recognized by the short duration between the time of over-the-counter 
ordering to service for dine-in or take-out meals (Parsa & Kwansa, 2002). 
 
Computer-based training 
Applied education delivered through electronic means.  Computer based training 
can be delivered on a personal computer, laptop, handheld or mobile device (Lee 
& Owens, 2004). 
 
Franchisee 
 
A person or group of people (partnership or company) who have purchased a 
licensing agreement to operate a business that sells products or services that are 
owned or protected by a parent company (franchisor).  Franchisees agree to 
operate under the rules and stipulations of the franchisor as disclosed by the 
parent company’s Uniform Franchise Offering Circular (UFOC).  Subway 
franchisees purchase and own all material, furniture, fixtures, and supplies in each 
restaurant and are the sole restaurant owners. 
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Internet-based training (e-learning) 
Computer-based training delivered over the World Wide Web, a connection of 
computers and servers sharing files through telephone lines, digital cable, satellite 
signal, or cellular wireless networks.  Internet-based training delivery can include 
video streaming, audio messages, hyper-text markup language (HTML) or the 
sharing of prepared documents such as Power Point ® presentations, data 
spreadsheets, or rich text format (RTF) files (Minol, Spelsberg, Shulte, & Morris, 
2007). 
 
Podcasting 
Audio messages which are primarily downloaded from the Internet to an 
electronic device capable of playing back the message on a portable device such 
as a computer, mp3 player, or Apple-based iPod product (Minol, et al., 2007).   
 
University of Subway 
 
Proprietary training unit of Doctors and Associates Incorporated (DAI), the parent 
company of Subway restaurants.   The University of Subway (UOS) offers both 
in-person and online training for franchisees, managers, supervisors, field staff, 
and entry-level employees.  
 
 
Vodcasting 
 
Video files primarily downloaded from the Internet to an electronic device 
capable of playing back the message on a portable device such as a computer, 
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portable video player, or Apple-based iPod video-supporting product (Minol, et 
al., 2007).   
 
Organization of Dissertation 
This dissertation, using the traditional format, consists of an introduction to 
research, a review of literature, methodology used for data collection and analyses, 
results of research findings and discussions of these, conclusions, references, and 
appendices.  The dissertation uses a mixed methods approach, incorporating both 
qualitative (Phase One) and quantitative (Phase Two) methods in an attempt to gain 
answers to the research questions.  Appendices contain materials relevant to the research 
project including Human Subjects Review approval, survey instruments, and relevant 
correspondence. 
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CHAPTER II.  LITERATURE REVIEW 
 
 A comprehensive survey of National Restaurant Association (NRA) members 
found that 77% of managers reported that technology proficiency had a positive or very 
positive effect on their career (Mandabach, et al., 2007).  Professional groups, restaurant 
associations and hospitality educators have active interests in identifying the role of 
technology for foodservice operations.  These interests carry over to restaurant owners 
who require increased technological skills of employees to better meet the needs of their 
customers (Law, et al., 2013). 
Technological advances affect every facet of foodservice management, from sales 
analysis to employee knowledge and retention.  The implementation of technology in the 
foodservice industry ultimately can improve the organization’s business performance in 
ways not previously possible.  Computer applications in foodservice automate forecasting 
and data analysis for every day operations through detailed analytical evaluations of real-
time sales, labor, and inventory data.  Information technology expands the customer base 
and increases the availability of suppliers for small businesses (Chong, Chen, & Chen, 
2001). 
 
Applications of Technology Used in Foodservice 
Foodservice operators find that technological automation can support effort in 
marketing, planning, and accounting.  Both front-end and back-end computers 
collaboratively collect data for analysis and interpretation when restaurant owners need to 
make essential decisions based on ready-to-access information that can most easily be 
obtained using well-developed applications (Doran, 2010).   Noone and Coulter (2012) 
  
8 
identified upcoming trends for technology advancement in restaurant operations to 
include higher use of automation, including promising opportunities to incorporate 
robotics to expedite service and food preparation. 
Restaurants now rely on both internal and third-party applications, social media, 
websites, and mobile apps for menu display, ordering, referrals, reservations, and 
marketing (Kim, Koh, Cha, & Lee, 2015; Kwok & Yu, 2013).  Social networking 
websites such as Facebook and Twitter are used by most major restaurant chains for 
advertising, providing coupons and encouraging repeat customers (DiPietro, Crews, 
Gustafson, & Strick, 2012). 
Computer applications are used to analyze and disseminate nutrition and calorie 
information to potential customers, helping consumers make more informed decisions 
when ordering (Wethington, Maynard, & Blanck, 2013; Yepes, 2014).  Independent 
kiosks are now used in some QSRs as self-service technology allows for consumers to 
directly interact with existing restaurant systems for ordering and paying (Kim, 
Christodoulidou, & Choo, 2013). 
 Computers technologies are continually evolving, becoming faster and more 
efficient; and the availability and influence of the Internet has dramatically increased the 
desire and need for computers in business.  The need for these tools leads to innovation, 
and the availability of computers in restaurants allows for various types of training 
opportunities that can be delivered in many formats.  The ability to integrate computer-
based technologies for training employees in foodservice environments is evolving and 
technologies continue to create new opportunities for restaurant owners. 
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Types of Computer-Based Training in Foodservice Operations 
Computer-based training (CBT) was originally developed in the 1960s; yet 
foodservice trainers often prefer traditional lectures and books for training new and 
existing employees (Behnke & Ghiselli, 2004).  For decades computers have been used 
for educational purposes, but it is only recently that the widespread availability of 
technology in foodservice operations lends credibility to the idea that computer-based 
training is possible in a variety of realistic formats. 
 Podcasting, packaging audio recordings in a digital format for delivery into a 
digital portable device, can also be used for delivering training modules. Although 
commonly used with the Apple Computer iPod, audio streaming can be sent to any 
compatible digital audio player.  Over the Internet, podcast training modules can be 
downloaded and saved into portable devices that may be more popular among teenagers 
and young adults. 
 Vodcasting, packaging video clips into digital format for portable delivery, is also 
readily available. With vodcasting, videos can be stored on a web server and easily 
downloaded for portable delivery through a portable video device such as an iPod or even 
a video-compatible mobile phone device (Minol, et al., 2007). 
 While podcasting and vodcasting both commonly require the availability of 
portable and mobile digital devices for participants, the Internet requires only the 
accessibility of computer or hand-held device such as a smart phone to be connected to 
the World Wide Web.  Although e-learning via the Internet is still relatively new, it is 
proving to be the most popular multimedia tool used for training (Mandabach, et al., 
2007). 
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Benefits of Computer-Based Training for Foodservice Operations 
When used in restaurants, technology has been proven effective for training 
foodservice workers.  After incorporating a comprehensive automated training program, 
Taco Bell realized a decrease in labor costs, an increase in productivity, and a reduction 
of employee accidents (Chong, et al., 2001). 
Several studies have compared the lecture style of delivery with computer-
assisted methods in foodservice settings. Costello, Gaddis, Tamplin, and Morris (1997) 
tested the effectiveness of food safety training in restaurants by comparing a traditional 
lecture method to a computer-based method developed in collaboration with the 
University of Florida and the Florida Restaurant Association.  Using a twenty-five item 
multiple-choice questionnaire, these researchers sought to determine retention of food 
safety material from each method of delivery.  Additionally, a Computer Attitude Scale, 
developed by Gressard and Loyd (1985), was utilized to determine if participant’s 
anxiety was altered post-implementation.  They found that both methods were effective 
and that material was retained regardless of the style of delivery.  Although the increase 
in food safety knowledge was greater for the traditional lecture (29% versus 20% 
increase), the efficiency and implementation was found to be greater for the computer-
assisted method.  Computer anxiety results were not significant, concluding that 
computer anxiety was not changed in the groups. 
Concurring research also determined that retained knowledge of food safety 
material is similar regardless of delivery method; yet, literacy and language barriers 
create challenges for computer-based training learners.  Fenton, LaBorde, Radhakrishna, 
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Brown, and Cutter (2006) compared computer-based training to traditional lectures for 
personal hygiene in four food-processing facilities.  Ninety-four employees were 
randomly assigned to a control group, a traditional-style learning group, or a CBT group.  
After evaluating knowledge gained, the researchers found no significant difference in 
knowledge gained between the experimental groups.  Both methods were effective in 
improving employees’ attitudes and knowledge (p ≤0.05) toward personal hygiene. 
 One benefit found in the literature regarding computer-based training is improved 
flexibility (Ravichandran, Cichy, Powers, & Kirby, 2015).  Fenton, et al. (2006) 
suggested computer-based instruction used for food safety training offered small 
businesses flexibility in scheduling and decreased the need for available trained 
instructors.  The flexibility and ease of access offered by technology benefits the trainees 
and trainers alike.  Where the instructor determines how much time a student can spend 
on a learning task in a traditional classroom setting, the CBT learner may feel less time-
restraint pressure – particularly for untimed modules. 
 Computer-based training also makes training materials more accessible and 
reduces the amount of physical resources needed (Rodgers, 2005).  Advantages of CBT 
also include alleviation of time constraints often encountered with traditional methods.  
Fenton et al. (2006) found computer-based instruction required minimal instructor time 
while providing reusable materials. 
Internet-based training, specifically, enables the availability of a 24-hour 
classroom.  Online learning environments can be collaborative and social, allowing for 
interaction and active participation.  Interactivity is fundamentally important for Internet-
based training (Sajeva, 2006).  When interactive components such as discussion boards 
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and chat rooms are utilized, online training environments can stimulate discussions and 
improve communication.  These interactive behaviors can also be automatically recorded 
for future review by instructors, restaurant owners, or CBT programmers who have 
interests in evaluating how trainees interact with the applications. 
Internet-based training broadens the opportunities for independent learners by 
offering a self-paced and flexible learning experience (Pintauro, Krahl, Buzzell, & 
Chamberlain, 2005).  Asynchronous learning, commonly employed with technology 
training, offers the learner the opportunity to review missed concepts without slowing the 
momentum of other students.  By allowing learners more control over their own 
instruction, well-designed CBT applications enable trainees to individualize their learning 
experience; and this environment may result in increased motivation of the participants to 
learn as they choose activities that are personally meaningful and relevant. 
Another benefit is the standardization that is inherent with using technology for 
training.  Not only does computer-based learning decrease instruction time and improve 
flexibility, it leads to a more consistent presentation that can be shared among 
participants in multiple sites (Fenton, et al., 2006).  Computer-based training may also 
result in a decrease in the amount of inaccurate training information that may be given by 
trainers. 
 Many foodservice operators are faced with issues related to employee training 
even though effects of employee training can be enormous for their overall operations. 
Costs may be a driving factor affecting a foodservice operators’ decision making.  
Implementing new technologies for training can be costly.  Expenses may include 
purchasing new equipment, building or purchasing training modules, re-modeling space 
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to make room for equipment, securing an Internet connection, or adding security features 
for protection against viruses, outside intrusion, and data loss.  Conversely, using 
technology in training has been found to decrease costs of printing material typically 
associated with traditional styles of learning (Singh, et al., 2011). 
 Labor costs may also be a concern.  In a QSR setting, in particular, a rush of 
customers may interfere with the completion of a training module or may be distracting 
for the trainee.  While an Internet-based training module might be accessible from an 
offsite computer, a restaurant operator may be hesitant to allow training to occur outside 
of the facility because of labor accountability and liability concerns.  Yet, operational 
efficiencies are noted to drive the need for technology (Rodgers, 2005), and informed 
operators are compelled to find ways of decreasing technology costs for the common 
good. 
 Technology should be introduced in a foodservice operation only after an 
effective business strategy clearly identifies what problems exist and what barriers 
prevent effective execution (Law, et al., 2013).  It may be necessary to reengineer 
business processes and make changes to operational procedures before a new technology 
can be implemented successfully.  It is also necessary to develop technology strategies 
that can address the most common problems identified while providing the most cost-
efficient measures (Law, et al., 2013).   
 
Challenges of Computer-Based Training for Foodservice Operations 
 The demand for technology in the foodservice industry is a testament to its 
usefulness.  However, technology is not a cure-all for a troubled establishment.  While all 
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of the barriers to implementing technology for training in restaurants have not yet been 
identified, there are some limitations that have been acknowledged in the literature. 
Previous research shows that there may be a general lack of familiarity with 
technology by restaurant owners and managers.  Mandabach, et al. (2007) found that 
nearly one-third of chain restaurant managers and more than half of independent 
restaurant managers did not feel adequately trained on the POS systems and computers 
they operate.   
Developing online training courses can be time-consuming due to the amount of 
complex interactive tools that are often incorporated.  The associated costs with 
technology include more than hardware and software requirements.  Other financial 
barriers can include costs related to human resources, computer upgrades and 
maintenance of equipment; and ongoing training during technology implementation. 
Simply having CBT available does not guarantee the systems will be used or that 
they will be utilized wisely.  Without a sense of accountability, students who are given 
control over learning through CBT may choose to stop or skip material before mastering 
a learning objective.  Poor design of CBT application may contribute to unnecessary 
costs and time.  Simplicity and concise material may be unintentionally sacrificed by the 
implementation of interactive tools or redundant instruction.  As a result, too many 
messages online can be overwhelming to participants and information overload can 
decrease productivity (Mandabach, et al., 2007). 
Standardized training modules may not always be ideal.  Applications developed 
for the unit level may not be appropriate at the corporate level, and vice versa.  Content 
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ownership and copyright issues of training may not always be clear, requiring some firms 
to create in-house training modules or pay royalties. 
Anxiety towards computer-based learning can also create limitations for 
implementation (Fenton, et al., 2006).  Problems with hardware or software can increase 
anxiety and frustration among participants and management.  Emotional-social 
intelligence levels of learners can also directly correlate with user attitude towards CBT 
(Behnke, 2012). 
Hotel employees (n=342) working in high-end international chain hotels located 
in South Korea demonstrated higher intentions to use computer based training when 
extrinsic motivators and incentives were included regardless of computer self-efficacy 
(Kim, Erdem, Byun, & Jeong, 2011).  These findings were not consistent with previous 
studies that generally correlate behavioral intention to computer familiarization. 
Much is known about the potential benefits of computer-based training, yet 
research on the lack of employment of these technologies in QSR settings is deficient.  
With the advantages of technology and standardized training, it is difficult to understand 
why many restaurant operators resist implementation.  It will benefit parent 
organizations, software developers, and trainers to fully understand the impediments to 
implementing these technologies in a foodservice environment.  This study builds on the 
body of research related to computer-based training in restaurant settings by developing 
and testing a theoretical model to test the understanding of real and perceived 
impediments for implementation of technology-based training in a QSR establishment. 
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Diversity of Learners in Technology Training 
 Effective computer-based training programs require an understanding of the 
intended learners.  Technology trainers must consider diverse learning levels and the 
individual challenges of the audience.  More research is needed, for example, to evaluate 
the ability of non-English speaking workers to successfully learn through CBT 
applications.  Anger, Stupfel, Ammerman, Tamulinas, Bodner, & Rohlman, (2006) found 
that Hispanic orchard workers were able to learn ladder safety techniques using picture-
based CBT, resulting in reduced work related injuries.  These results are promising, but 
also emphasize the importance of developing applications that meet the needs of a 
potentially diverse audience. 
 Ayres and Cihak (2010) demonstrated the effectiveness of computer based video 
instruction for middle school students with intellectual disabilities to learn basic food-
preparation skills.  Students in a special education program learned table setting skills, 
microwave oven procedures, basic culinary techniques and food safety by watching 
narrative videos, participating in computer simulated tasks and then performing the tasks 
in a small kitchen.  All participants learned to master the skills and showed the ability to 
quickly regain the skills when the computer based video instruction manuals were 
introduced as a review tool when skills deteriorated. 
 The age of workers may also be a consideration when employing technology 
applications for training.  Ravichandran et al. (2015) conducted focus groups on 
foodservice employees over the age of 55, finding that older workers were sometimes 
frightened with computer use in training and preferred additional training for proficiency 
on the computer systems employed.  Older workers articulated an interest in additional 
  
17 
time for training and the ability to train a slower or self-directed pace.  Participants 
expressed frustration with the lack of perceived structure and leadership with regard to 
training while, at the same time, articulated a belief that training is important and 
valuable. 
There should be careful consideration to avoid discrimination against learners 
with little computer experience.  Learners should ideally possess some amount of 
confidence and computer literacy to participate.  Careful design of learning modules 
makes content more accessible and effective for all potential learners. 
 Learners’ demographic characteristics should also be considered when 
implementing CBT.  Previous education may also play a role in the effectiveness of CBT.  
Managers working in chain restaurants are more likely to have had college coursework 
than managers working in independent restaurants and report a higher proficiency in 
technology (Mandabach et al., 2007).  Interestingly, while years of formal education 
correlate to higher test scores for CBT learners, pre- and post-test evaluations determined 
that hospital foodservice workers with less education showed greater improvement in 
knowledge (Eckerman, Abrahamson, Ammerman, Fercho, Rohlman, & Anger, 2004). 
 
Attitudes toward Computer-Based Training in Foodservice 
 Restaurant owners’ attitudes toward computer-based training vary.  While some 
business owners may turn to technology for standardization and consistency, others 
prefer classroom-style lectures and on-the-job traditional learning methods.  Individual 
managers and employees, also, may embrace or resist training offered through new 
electronic formats. 
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 Testing the effectiveness of a food safety toolkit for foodservice managers 
delivered either face-to-face or via computer based instruction, Strohbehn, Arendt, 
Abidin, Fatimah, & Meyer (2013) found that attitudes and knowledge of managers 
(n=41), mostly over the age of 30, were not significantly different based on the format of 
delivery.  Managers self-selected into either a face-to-face or a computer-based training 
course and were surveyed immediately after.  Ninety-five percent of all participants, 
regardless of which method they originally selected, indicated an interest in using the 
toolkit in the future via the Internet. 
Brown, Mao, and Chesser (2013) demonstrated no significant difference in 
culinary students’ performance after learning new skills taught either via recorded video 
or live demonstrations.  Students viewing the pre-recorded video cooking demonstrations 
via the Blackboard platform (n=206) were able to replicate the observed cooking 
technique as proficiently as students who observed the live demonstration (n=184). 
 Considerable attention by individual restaurant owners may be devoted to 
evaluating the costs associated with CBT.  However, operators who keep current with 
technology may have substantial returns on investment (ROI) (Mandabach et al., 2007), 
assuming the technologies are utilized effectively.  DiPietro (2006) acknowledged that 
although measuring ROI and the impact of training is critical, the task of doing so is very 
difficult to do. 
The use of computers for training is no longer a novel idea for foodservice 
operations.  Technology training in restaurants has historically been used to train 
managers and employees how to use a specific software program, such as a point-of-sale 
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system.  Today, topics available for training include nearly all aspects of the foodservice 
worker’s responsibilities. 
 
Technology Acceptance in Hospitality 
The Technological Acceptance Model (TAM) (Figure 1) was originally published 
by Davis (1989) to describe the determinants of an individual’s acceptability and usage 
behavior in technology.  The likelihood that someone will actually accept and use a new 
technology is determined by his/her intent to do so, which is strongly influenced by 
his/her perceptions of the technology’s usefulness and its ease of use. 
When introduced, the TAM was adopted in part from the Theory of Reasoned 
Action (TRA) (Ajzen & Fishbein, 1980).  The TRA sought to explain intentions of 
human behavior which eventually led to a new model, the Theory of Planned Behavior 
(TPB).  In TAM, there are two constructs: perceived usefulness and perceive ease of use. 
Perceived usefulness was included in the model because of its evident importance, based 
on the work of Schultz & Slevin (1973) and Robey (1979), where surveys were 
developed to determine the relevance of technology to affect an individual’s job 
performance.  Ease of use was adopted from Bandura’s (1982) research on self-efficacy 
as a determinant of behavior. 
The Theory of Reasoned Action (TRA) implies that a person's behavior is 
determined by his/her intention to perform the behavior, and that this intention is a 
function of his/her attitude toward the behavior (Szajna, 1996).  The TRA and the Theory 
of Planned Behavior (TPB) are often tested in other settings, including medical 
communication literature to explain human behavior with regard to health (Ajzen & 
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Fishbein, 1980).  They are also found in information systems literature when explaining 
motivation for accepting or rejecting technology. 
 
Figure 1  
 
Technology Acceptance Model 
 
Adapted from Davis (1989) 
 
Conceptually, the TAM (Figure 1) looks very similar to the TRA and appears to 
be relatively instinctive.  If individuals perceive that a technology will be useful and that 
it will not be difficult to use, they may develop the intention to use it.  In turn, if they 
perceive the technology to be complicated and useless, they will likely avoid it.  At the 
same time, perceived usefulness may be a moving target.  That is, individuals may 
perceive a technology to be useful under certain conditions or after being introduced to 
specific experiences that alter such perceptions.  Davis (1989) recognized this, describing 
that perceived ease of use alters how an individual self-reports the usefulness of the 
technology. 
The TAM has been used in a variety of hospitality-related research settings.  
Okumus and Bilgihan (2014) used the TAM to understand smartphone applications 
Perceived Ease 
Of Use 
Perceived 
Usefulness 
Intent to Use Use 
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influence on ordering healthier food options in restaurants.  Tan & Chang (2010) 
employed the TAM to examine customer and staff attitudes and intention to use radio 
frequency identification (RFID) membership cards as a tool for creating a better user 
experience in Taipei restaurants.  Morosan (2011) used the TAM to assess consumers’ 
attitudes and behavioral intent to use biometrics such as fingerprinting and voice 
recognition for ordering and paying for meals in restaurants.  Park, Lee, and Khan (2014) 
tested QSR franchisee support of a franchisor intranet system using the TAM as the 
theoretical instrument. 
The TAM has also been used in studies that examine intent to use computer based 
learning platforms for employee training.  Lee, Hsieh, & Chen (2013) sought to apply the 
TAM specifically for e-learning systems used by employees in Taiwanese organizations.  
They examined the antecedents of organizational support, computer self-efficacy, prior 
experience and task characteristics as influencers of perceived usefulness and perceived 
ease of use.  The results of their study not only demonstrated the potential influence of 
these antecedents, but also of the effectiveness of the TAM itself as a useful theoretical 
model in this setting. 
 Alternative models exist.  Yoo, Huang, and Lee (2012) tested the influence of 
organizational climate on employee acceptability of computer based training in South 
Korea organizations through the use of the Unified Theory of Acceptance and Use of 
Technology (UTAUT) – which was adapted in part by the TAM and other theoretical 
models of behavioral intention. 
 Technology developers in the hospitality field may benefit from understanding 
what motivates users’ intent to use a system.  According to Davis (1989), user 
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friendliness should not be the only focused goal of technology design.  Usefulness may 
be a better predictor of intent to use.  A foodservice operator may be more likely to use a 
program that delivers functional information, for example, than one that has a friendly 
interface but delivers information that is not perceived as useful. 
 It is likely that previous experience with technology plays a significant role in 
determining behavioral intent to use a system.  Reducing anxiety, therefore, could be an 
effective strategy in training programs geared toward foodservice professionals.  Training 
programs may benefit from a focus on improving the end-users’ overall experience and 
satisfaction with technology.  Understanding constructs of the TAM may be helpful for 
developers building online platforms for employee training and may be particularly 
helpful when trying to understand how to improve an existing system with the goal of 
better participation. 
 
Closing Summary 
 
 Past literature has demonstrated considerable interest on topics related to 
applications of technology in restaurant operations.  As computer technologies continue 
to evolve, there will likely not be a shortage of need or interest for inquiry in these areas 
in the foreseeable future.  Although the benefits and challenges of computer-based 
training in hospitality organizations have been documented, few studies are specific to 
franchise-based QSRs and no recent studies identify impediments of implementation in 
this population.  Quick service restaurants have unique characteristics that may have 
differentiating factors affecting CBT implementation that have not been previously 
investigated.  Most studies on CBT have examined the attitudes and behavioral intent 
from the perspective of the end-user.  This present study will uniquely explore factors 
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affecting implementation as identified by the QSR owner, a non-user who is ultimately 
responsible and interested in the success of the business. 
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CHAPTER III. METHODS 
 
 This study sought to develop a theoretical model for use in determining 
impediments that may prevent or delay the use of computer based learning in a QSR 
restaurant chain, and then to test the model with restaurant owners.  The research 
included a qualitative design using multiple focus groups of QSR owners of one or more 
franchise locations in a selected geographical area, and a quantitative approach to test 
theory development from a sample within the same population. Sections in this chapter 
include a description of the study sample, data collection and data analysis. 
The principal investigator of this research project is a doctoral student at Iowa 
State University and a Subway franchisee in Phoenix, Arizona, U.S.  This relationship 
creates some unique opportunities for the researcher both in recruiting and in operational 
knowledge of QSR and the training platform used.  At the same time, the dual role of the 
researcher introduces potential bias that had to be addressed.  For the focus groups, the 
researcher acted as the moderator and had to carefully avoid inserting opinion.  An 
assistant moderator and a secondary coder further helped to reduce bias during phase one 
and a dissertation committee of five research experts provided third-party observation of 
methodologies and analyses.  During the quantitative collection phase of the study, the 
researcher refrained from taking the survey as a participant. 
 
Study Sample 
 
This study recruited regional participants from one national quick service 
restaurant chain, Subway, in one state (Arizona), to identify impediments that may affect 
the use of technology for employee training.  The Subway restaurant brand is based in 
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Milford, Connecticut, under the parent company Doctors and Associates Incorporated 
(DAI).  Each franchise location is independently owned and operated, and each 
franchisee may own one or multiple locations. 
The Subway chain has over 44,250 locations worldwide with over 27,000 in the 
continental United States.  Subway restaurants located in the Phoenix metropolitan region 
employ approximately 4,200 entry-level foodservice workers and approximately 400 
store managers. As small business owners, all franchisees have a personal interest in the 
financial vitality of their restaurants and share a common awareness of the difficulty and 
costs associated with training and retaining entry-level workers.   Recruitment for this 
study was limited to quick service restaurant owners from the 40 franchisees representing 
the 400 Subway restaurants in the Phoenix, Arizona, market, which includes surrounding 
cities and communities of Northern Arizona.  The lead investigator of this study is a 
franchisee in this region and, as such, has convenient access to the owner pool in this 
particular market. 
Collectively, the Phoenix market consistently posts higher than average unit 
volume (AUV) of weekly sales ($9,500) compared to the brand’s national weekly AUV 
($7,500).  Although the population includes owners with varying backgrounds, number of 
stores, and store sizes, this heterogenic nature of the participants is preferred because it 
will include opinions from individuals with different needs and concerns.  The common-
thread behind the sample group is that they will all be Subway owners, which creates a 
homogeneous sample, often preferred for focus groups (Krueger & Casey, 2009). 
Subway restaurant owners constitute an appropriate sample for this study because 
of the emphasis on training by the parent company and because owners are the primary 
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decision-makers in their stores.  Every Subway owner is required to attend a two-week 
franchisee training class provided by DAI before becoming a franchisee.  However, 
employee training has always been a responsibility of the restaurant owner, and store 
managers are ultimately charged with the implementation of the training at the store 
level.   While store managers have a uniquely different perspective than owners, their 
opinions were not included in this paper. 
Subway requires the use of the University of Subway for manager and 
supervisory staff only.  Currently, there are no mandatory training classes for entry-level 
Subway employees system-wide; however, each owner and restaurant manager has 
standardized training modules available for staff and is encouraged to use the platform 
for all employees.  The decision to purchase a dedicated computer for computer-based 
training and require its use for employees is at the discretion of the restaurant owner. 
 Located on Subway’s headquarters campus in Milford, Connecticut is a training 
center where franchisees and store managers can attend training classes in a face-to-face 
setting.  The physical site is supplemented by a comprehensive Internet-based training 
system known as the University of Subway, which was launched in 2004.  The online 
training enables franchisees, store managers, and entry-level employees to enroll in 
standardized training modules on a range of topics relevant to daily operations of Subway 
restaurants.  The parent corporation has invested heavily in Internet-based standardized 
training modules, providing content in multimedia formats that include interactive 
quizzes to assess retention and the ability to apply information learned through situational 
scenarios and simulations. 
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 The online version of the University of Subway includes 15-30 minutes courses 
on food safety, customer service, store security, professionalism, and food preparation.  
Store managers and supervisors are required to take classes related to scheduling, 
training, hiring, employee discipline, customer relations, and supply ordering.  The 
platform uses the SABA® learning management system (LMS) for delivering content, 
tracking progress, and reporting results to Subway managers and owners.  SABA® is also 
used by McDonalds, Yum Brands, and many Fortune 500 corporations. 
In 2009, DAI required every franchise restaurant system-wide to have managers 
and supervisors trained through the University of Subway.  However, many restaurants 
have not yet adopted the program at the employee-level for non-management staff despite 
existing training modules developed specifically for entry-level employees.  Subway 
owners and the parent company, thus, may benefit from information about potential 
barriers that deter restaurant owners from utilizing available technological tools in 
training. 
 
Phase One: Focus Groups 
 After obtaining approval from Iowa State University’s Human Subjects Review 
Board in June of 2010 (Appendix A), the researcher solicited focus group participants 
from restaurant owners (n=40) with an emailed invitation (Appendix C) and a follow-up 
phone call (Appendix D).  Participants self-selected by responding to the mailed 
invitation or follow-up phone call.  Participants were offered the opportunity to choose 
from three available interview dates and times for focus group discussions. As an 
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incentive to participate in this research project, attendees were each offered a $25 gift 
card. 
 
Data Collection 
 
According to Harris, Gleason, Sheean, Boushey, Beto, and Bruemmer (2009), 
qualitative research produces findings not derived from standard statistical procedures.  
However, qualitative research studies complement quantitative research and can be used 
as a precursor in a mixed methods approach as employed in this paper. 
A qualitative research design involving focus groups was used to collect data 
concerning potential barriers to implementation of computer-based employee training as 
perceived by restaurant owners.  Focus groups provide a number of advantages for 
collecting such data.  Focus groups can be used to help to generate hypotheses in new 
areas or in a direction not previously considered.  They encourage multiple points of view 
on a topic while allowing a researcher to collect data from both verbal and, potentially, 
non-verbal responses of the participants.  Because focus group discussions stimulate 
participants’ thought, a response from one participant can trigger an idea from another.  
Focus groups allow the researcher to pursue ideas led by the discussion by digging for 
deeper and more detailed responses when a new area of inquiry is discovered.  Dialogic 
expansion is encouraged by the moderator to allow for the discussion to go in new 
directions they may not have been expecting. 
Previous hospitality researchers have successfully utilized focus groups to learn 
about new areas of inquiry that are best developed from a collaborative discussion.  
Ravichandran et al. (2015) conducted focus groups of foodservice workers to examine 
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perceptions of training needs of older employees with regard to leadership, training and 
enjoyment of work.  O'Neill (2012) used focus groups to assess work-life issues for 
college students working in the hospitality industry. 
In a comprehensive overview of qualitative methodologies, including 
terminology, recruitment, and strategies employed in hospitality research, Arendt, 
Roberts, Strohbehn, Ellis, Paez, and Meyer (2012) provide a helpful description of focus 
group methods and additional examples of previous focus group research.  According to 
these authors, focus groups can be beneficial by allowing members to build on others’ 
ideas but can also be problematic when a member dominates a conversation or chooses to 
not participate actively. 
Although results from data collected from a focus group setting are not 
generalizable, findings from focus groups may be transferable as one considers the 
degree to which the results and theoretical concepts may be applied in other settings  
(Krueger & Casey, 2009).  The researcher cannot make predictions about how an 
individual from the population will behave or believe based on the findings of a focus 
group.  Once saturation (where data no longer produces new emerging codes or 
categories) is met, however, the data can be predicted to be transferable to the larger 
population.  Findings can be grouped and transferred to the population as a whole so that 
future research can focus on solutions that were addressed by the sample. 
Focus groups can potentially produce richer information than other qualitative 
methods, such as surveys or interviews.  Valuable information may come from 
unanticipated discussions, which require that the moderator work to keep the topics 
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relevant to the areas of inquiry without interfering with unexpected paths that may arise 
from the dialogue. 
 Three focus groups were scheduled composing of six invited restaurant owners 
each.  Two hours were allotted for each focus group session.  Experts have varying 
opinions on the ideal number of participants for a focus group.  It is generally accepted, 
however, that 4-12 participants is ideal (Crabtree & Miller, 1999).  Six participants were 
scheduled for each session.  However, two participants for each session cancelled or 
neglected to show up, resulting in four participants for each group. 
The actual number of groups and the time per session varied based on the 
dialogue a group generated.  When the moderator perceived that data saturation was met 
and no new ideas were being generated, the session ended.  Similarly, at the point where 
focus groups no longer added to the ideas of previous groups, no further focus groups 
were scheduled.   The focus groups were conducted in a conference room hosted on the 
Arizona State University Polytechnic Campus in Mesa, Arizona. The room was equipped 
with both video and audio recording devices and a control booth behind a one-way mirror 
window for recording the conversations. 
Before beginning each focus group, attendees were asked to sign a consent form 
(Appendix E) and were reminded that the Iowa State University’s Human Subjects 
Review Board approved the research project and that the information collected and 
published from the discussion would not include identifying traits or last names of the 
participants. 
Ground rules of the meeting were established at the beginning of the discussion.  
Attendees were encouraged to speak openly, without fear of repercussion or 
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embarrassment.  Also, participants were asked to be respectful of each other’s opinions: 
emphasizing that disagreement would be allowed, but that every idea is important and 
valuable. 
The setting was made comfortable.  Tables were set up in a circular manner so 
that every participant could see each other and refreshments of water and snack bars were 
made available.  After defining for the attendees what the purpose of the research project 
was and how the focus group was structured, the focus group moderator began asking 
about general attitudes toward computer-based training and perceived issues related to 
CBT, and then led to further inquiry about barriers to implementation and potential 
solutions to overcome perceived obstacles, using questions in Appendix F as a primary 
guide. 
An assistant moderator for the focus groups was recruited to help with the 
development of the sample questions, to take notes during the discussion, and to help the 
lead moderator capture important findings from the group.  The assistant moderator has a 
Bachelor’s of Science degree in business and is a business consultant for the Arizona 
Subway Development office.  The assistant moderator helped prepare the room before 
each focus group and met with the moderator after each session to debrief and discuss 
ideas that might be included in proceeding focus groups. 
The lead investigator moderated the discussion, asking open-ended questions 
without inserting opinion.  The relationship of the moderator to the sample group was 
unique and beneficial for developing rapport quickly with participants.  However, the 
moderator was careful to avoid becoming a participant or feeding into the discussion 
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because of his dual identity.  Although each focus group was structured and moderated, 
the exact questions asked were not necessarily repeated from one group to the next. 
It is difficult to predict what questions arise in a focus group, and moderators are 
encouraged to allow the dialogue to direct the nature of the questions (Krueger & Casey, 
2009).  Sample questions were prepared but not necessarily used verbatim when the 
moderator determined that the discussion required depth in new areas that needed to be 
pursued.  The sample questions were developed in advance with feedback from the 
researcher’s dissertation committee members and assistant moderator.  The prepared 
questions are included in Appendix F. 
Key points and themes were highlighted while notetaking by the assistant 
moderator during the focus groups, as suggested by Krueger & Casey (2009).  Statements 
from focus group participants were recorded in shorthand by the assistant moderator and 
through a digital video and audio recorder.  To increase validity, member checking was 
conducted during the moderated discussion by the interviewer and again immediately 
after each focus group by the moderator and the assistant moderator by reading back 
themed notes written by the assistant moderator.  The digital recordings were transcribed 
for analysis; and specific statements made by focus group participants were extracted as 
examples for use in the results and discussion sections of this dissertation. 
Probing was needed to clarify questions or deepen the discussion; however, the 
moderator refrained from feeding ideas to the participants.  When no new ideas were 
offered, the moderator summarized the discussion by reading notes of the assistant 
moderator to make certain ideas of the participants were captured.  This feedback served 
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as a member check and offered the opportunity for participants to clarify or add to the 
summarized notes. 
 
Data analysis 
 
Once data were collected digitally in MP3 format, the full digital recordings were 
manually transcribed professionally and then imported into NVivoTM qualitative data 
analysis software; QSR International Pty Ltd. Version 10, 2012.  NVivoTM is a computer 
aided qualitative data analysis software (CAQDAS) program that helps organize 
qualitative data but does not code, theorize data, or automate analysis (Lindlof & Taylor, 
2003).   NVivoTM was designed to support the weaving of rich data from one or multiple 
sources (Richards, 1999).  By highlighting words or phrases, the researcher can assign 
codes for extraction into categories or themes (Bazeley & Jackson, 2013).  Using color-
coded striping to identify labels, data are visible in new and meaningful ways. 
The primary investigator, also a Subway franchisee, was the first coder. To avoid 
pre-conceived ideas about the data and to increase rigor and validity, a second coder was 
included for this phase.  The second coder holds a Master’s of Business Administration 
(MBA) degree and has several years of professional experience analyzing and forecasting 
financial data, but did not have previous experience with analyzing qualitative focus 
group data or the NVivoTM software program.  Hourly compensation was provided to the 
second coder for time spent training and coding. 
A draft of an analytical codebook (Appendix G) was initially developed using 
memory recall and hand notes of the focus group discussions to identify potential data 
points that came from participant discussions.  The codebook was then changed as new 
codes were discovered through hand-coding the first ten pages of transcript data from the 
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first focus group.  As new codes emerged, they were added to the codebook.  Similarly, 
some initial codes from the codebook were determined to not appear in the data and were 
deleted.  The lead investigator analyzed the first ten pages a second time using NVivoTM, 
resulting in better-defined codes that the data identified. 
The lead investigator trained the second coder how to use NVivoTM using the 
codebook.  The second coder then coded the first two pages only and met with the lead 
investigator to discuss the process and to compare codes chosen from the lead 
investigator on the same pages.  The second coder was then trained to look for new codes 
and to take notes on any data that seemed to not fit within the codebook before 
proceeding.  The second coder then coded the first ten pages of the same focus group data 
that the lead investigator coded and then met again with the lead investigator to compare 
the assignment of codes, to recognize the consistency level between the two coders, and 
to determine if the codebook needed further development based on the ten pages 
analyzed. 
The coders completed all transcripts independently.  The coders met after each 
focus group was coded to compare final coded transcripts for consistency and to discuss 
the codebook.  As additional codes emerged, they were added to the codebook. The final 
codebook (Appendix G) was developed and agreed upon by both coders, containing 26 
codes with independent references to the data.  Parent, or hierarchical, relationships 
between codes were established during the coding of the first transcript after the first data 
meeting between the coders.  For example, under the code of trust, four independent child 
codes were identified: content reliability, employee misuse, payroll reporting, and system 
reliability.  Under the code of ease of use, three independent codes emerged: ease for 
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employee, ease for manager, and ease for owner.  These relationships of codes are 
illustrated with selected quotes in Appendix H. 
These systemic processes of coding help to ensure authenticity in the analysis 
(Krueger & Casey, 2009).  This study utilized axial coding, enabling the researcher to 
assemble the data in a different order than they originated by allowing the investigator to 
pull coded data from the sources for grouping.  For example, the coders found data 
related to trust in multiple places throughout the transcript of one or more focus groups.  
Coding in NVivoTM allowed for the researcher to quickly pull out all codes related to the 
topic of trust from any of the transcripts to view in a more holistic manner. 
In total, 95 pages of single-spaced transcribed recordings covering 213 minutes of 
dialogue for three focus groups were coded in NVivoTM.  The coders completed all 
transcripts independently, assigning phrases, sentences, and complete thoughts that 
sometimes contained multiple sentences to codes as they emerged.  Analysis of grouped 
codes allowed for the researcher to develop categories of similar topics.  In this study, 
themes emerged from the initial focus group that reappeared in proceeding groups. 
Grounded theory analysis was used as a theoretical framework when analyzing 
data collected for phase one.  This method, developed by Glaser and Strauss (1967) for 
sociology and anthropology research, requires inductive reasoning to arrive at a theory to 
explain a problem or phenomenon.  Grounded theory is now used in many fields of 
research.  Connell and Lowe (1997) originally forwarded grounded theory methodology 
as an approach to hospitality research that may produce new substantive and formal 
theoretical insights to the industry. 
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In grounded theory analysis, instead of proposing a theory to be tested using 
quantitative means, the investigator allows for the data to direct or develop the theory 
itself (Miles, Huberman, & Saldaña, 2013).  This approach avoids a pre-established 
hypothesis for testing and interpreting a problem.  Instead, observations are collected and 
used as data for understanding a problem. 
There are specific assumptions that must be made when using a grounded theory.  
It is primarily used with qualitative data (Glaser & Strauss, 1967).  It also presumes that 
all data are useful information and is a holistic approach.  For this reason, it is important 
that the researcher works to be inclusive when recording statements and ideas. 
A pre-understanding or expertise in an area being observed when using grounded 
theory can be beneficial yet requires the researcher to vigilantly work to remain open 
minded.  The data must lead the research, essentially; and the researcher must learn 
theoretical sensitivity without forcing explanations on the data. 
Grounded theory utilizes a constant comparative method for analyzing and 
interpreting the data.  As themes develop, individual incidents of data are identified and 
placed into merging categories. The constant comparative method involves comparing 
incidents of each category and integrating categories and their properties (Ridolfo & 
Schoua-Glusberg, 2011).  At first, coded incidents are placed under categories that seem 
most logical until a conflict emerges in where to place an incident.  When this occurs, the 
researcher creates a developmental history memo and creates rules that make the 
categories more definable.  Incidents are placed in the new categories according the 
provisional rules, and the rules become more explicit.  Finally, overlapping categories 
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become integrated, reducing the number of working categories and themes for presenting 
theoretical criteria for developing a theory. 
 
 Phase Two: Online Survey 
 For the second phase of the study, all Subway restaurant owners in Arizona 
(n=40) representing 400 restaurants were invited via email to self-select for an 
opportunity to complete a brief online survey about their use of the University of Subway 
for training.  This phase of the study was approved by the Iowa State University’s Human 
Subjects Review Board in June of 2015 (Appendix B).  As an incentive to participate in 
this research project, attendees were offered the opportunity to be drawn for one of five 
$25 gift cards to Best Buy. 
 
Development and Pilot of Survey 
 The focus group results from the first phase of the study, as well as the review of 
literature in technology behavioral intention, drove both the research questions and the 
development of an instrument for phase two.  Constructs of the Technology Acceptance 
Model (TAM), specifically perceived usefulness and perceived ease of use, were evident 
as important considerations for owners when asked opinions about the University of 
Subway.  Common topics not in the TAM that emerged from the focus groups were 
categorized into the theme of trust.   
A self-administered, internet-based questionnaire was developed using the TAM 
as a theoretical framework, testing five questions on perceived usefulness and five 
questions on perceived ease of use with the addition of three questions on trust in system, 
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three questions on trust in content, and two questions on trust in staff as additional 
predictors, as indicated by three final questions, of the restaurant owners’ intent to use the 
University of Subway for training employees.    
 Effective questionnaire design has two foremost objectives: to reduce 
nonresponse and to reduce measurement error (Dillman, Smyth, & Christian, 2009).  To 
add clarity and ease completion for participants, questions were divided into six 
categories, with no more than five questions per category.  The questionnaire was first 
developed and distributed to research committee experts for feedback.  The questionnaire 
then was distributed in paper form to ten working professionals and researchers ranging 
from 1-22 years of hospitality industry experience outside of Subway and Arizona.  The 
pilot study sought feedback from professionals who were not potential participants in the 
study; resulting in final edits to the instrument.  After completing the survey, pilot 
participants were immediately asked eight questions in a secondary survey questionnaire 
(Appendix I) designed to address any concerns about clarity, duration, length, and 
structure, resulting in minor edits to the survey. 
The final survey (Appendix J) tested perceived usefulness, perceived ease of use 
and the additional component of trust using a 7-point Likert-type scale ranging from 1 = 
Completely Disagree (CD) to 7 = Completely Agree (CA).  All questions also offered an 
additional option of Not Applicable (NA).  The 7-point scale was used after consideration 
and input from the research committee.  Opinions vary on the use of 5-point versus 7-
point scales, but research generally supports using longer scales for increased reliability 
and validity (Krosnick & Presser, 2010).  Demographic questions about the participants’ 
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age, education, company size, and longevity as restaurant owners were collected at the 
end of the questionnaire. 
 
Data Collection 
The email invitation (Appendix K), mailed in June 2015, included a hyperlink to a 
questionnaire hosted on Qualtrics© through an account with Iowa State University.  A 
follow up invitation was mailed one week after the original invitation.  Data collected 
from the questionnaire were retrieved from Qualtrics© and imported into SPSS 22.0 for 
analysis.  Due to the low number of responses, a final invitation was sent on a third week 
allowing for an additional five days of data collection before the survey was closed and 
data collection ceased.  The ideal timing sequence for internet-based surveys has not yet 
been determined (Dillman et al., 2009), however timing of invitations is important.  As 
the Subway accounting week closes on Tuesdays with reporting on Wednesdays, these 
days are typically busy for the sample.  For these reasons, mid-week invitations were 
avoided.  The original invitation and all reminders were each sent on Monday mornings. 
 
Data Analysis 
To analyze the quantitative phase of this study, Statistical Package for the Social 
Sciences Windows Release 15 (SPSS, 2006) was used.  Data from Qualtrics© were 
downloaded and the imported into SPSS to analyze results.  The first tests performed 
were simple descriptive tests to calculate mean and standard deviations for each question 
in the survey.   Demographic data were also analyzed.  Cross-tabulation tests were also 
performed to compare mean results of questions by participants who indicated a 
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likelihood to use or continue to use the training platform to the mean scores of those who 
identified as potentially resisting the intent to use or continue to use the University of 
Subway. 
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CHAPTER IV. RESULTS AND DISCUSSION 
 
As the study was conducted using a mixed methods, two-phased approach, the 
results are presented independently.  Summary and conclusions are discussed in a 
combined manner in chapter five. 
 
Phase One: 
  
 There were four participants in each focus group, with one female and three male 
owners in the first focus group and only male owners in the remaining groups.  The 
number of stores owned for focus group participants ranged from one to fifty-two; the 
number of years as a Subway owner for participants ranged from 2 to 23 years.   
Three focus groups were conducted and transcribed.  The initial focus group 
lasted 57 minutes and resulted in 23 pages of data; the second group lasted 76 minute and 
resulted in 35 pages of data; and the final group lasted 80 minutes and resulted in 37 
pages of data.  In total, there were over three and a half hours of recordings to transcribe 
and 95 pages of transcribed data to code. 
 The moderator conducted member-checks during and immediately after each 
focus group discussion to validate important points from and notable quotes captured 
during the discussions.  Immediately after each focus group, the moderator and assistant 
moderator debriefed to discuss key points in hand written field notes, group dynamics, 
and potential emerging themes. 
Coding in NVivoTM provided a high-level of observational viewing options of 
transcript data.  Transcripts for all three focus groups were coded using the codebook as a 
preliminary guide and the data itself as the ultimate guide for the developed codes and 
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themes.  After transcribing each focus group, coding commenced.  The first focus group 
was transcribed and coded before the second focus group was conducted.  The second 
focus group was transcribed and partially coded before the third group was conducted.  
Coding between focus groups allowed the researcher to understand possible themes and 
new ideas before they re-emerged in proceeding discussions.  This aided in the fluidity of 
the questions and helped the moderator to recognize potential saturation and the need to 
pursue new ideas that could emerge in each groups. 
 As with the technology acceptance model, ease of use was identified as a common 
theme emerging from all focus group.  Statements related to ease of use were categorized 
into three sub-themes: ease for employee, ease for manager, and ease for owner.  Sample 
statements are included here, using pseudonyms for participant names, with additional 
illustrative quotes for each available in Appendix H. 
 
Ease of Use 
Ease for Employee 
“Sometimes you have employees who may be older and haven’t grown up using 
laptops and those types of programs. I’ve dealt with that where I’ve had 
employees who have never used a laptop before in their life.”  (Jon, owner of 4 
restaurants) 
Ease for Manager 
“It’s definitely harder for people that have done well without it and then are told 
to use it.” (Tom, owner of 6 restaurants) 
Ease for Owner 
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“I'm a computer guy and I sometimes get confused to find now where to go and 
say hit on somewhere else.  They keep on rotating; it's somewhere over here and 
there.  Many times I find, there are two interfaces, and those are two different 
total tasks.  I can go and log in and take courses.  That interface is really bad.” 
(Dave, owner of 10 restaurants) 
Usefulness 
 Usefulness emerged as another important factor owners considered important.  
Several codes were identified under the theme of usefulness, including the advantages of 
content delivered through the Internet. 
 
Advantages: Content Through Internet 
“I guess going back to the advantages, one of them would be that they can take 
them any time they wanted to. They could conceivably take it at odd hours in the 
middle of the night or whatever, and the fact that it quizzes them and assesses if 
they’re actually learning stuff.” (Art, owner of 10 restaurants) 
 
Some owners believed the standardization and consistency that the University of 
Subway did offer was advantageous, while others expressed concerned about the lack of 
flexibility and customization. 
 
Consistency 
“I think consistency is probably the hardest thing because I’ve looked at all my 
stores, trained the same, and although similar, it’s not quite the same, and I’d like 
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to have consistency as far as how if I go to one store and I have an employee go to 
another store and be like, “Well, I’ll just train this way at another store,” well, 
you’re the same company. You better be trained the same. You know?” (Keith, 
owner of 5 restaurants) 
“That’s one of the reasons I don’t like online. For example, every manager has got 
their own way they want their restaurant clean or their customers treated. 
Obviously, we’re all for good service and we’re all for consistency, but everyone 
has got their own nuances, and that’s why I think in person is a little bit better.” 
(Jon, owner of 4 restaurants) 
 
Trust 
 
 The theme of trust was the predominant new idea that emerged from the analysis 
of the focus group data.  The role of trust has been tested on predicting consumers’ 
acceptance of online shopping (Pavlou, 2003; Gefen, Karahanna, & Straub, 2003).  Wu, 
Zhao, Zhu, Tan, and Zheng (2011) conducted a meta-analysis on previous studies 
examining the role of trust in the technology acceptance model, concluding that trust acts 
as a mediator to TAM based on the setting and context while suggesting that future 
research segment the role of trust based on both institutional and interpersonal levels. 
 Participants discussed the content provided in the University of Subway’s 
platform at great length, concentrating on the reliability and relevancy of the content.  
One owner expressed concern that the content might overstep existing communication 
channels within the organization. 
 
Content Reliable 
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“When you would train your managers one-on-one to train your employees, if you 
didn't communicate something to them exactly right, then it was like playing 
telephone, it would change as it went down the line.”  (Roger, owner of 4 
restaurants) 
 
Content Relevant 
“But one of the things that is also problematic for us is that some of the content 
we get – I haven’t been on all of them lately, but originally, some of the content 
would say, “If there are any problems in your restaurant of any kind or if you feel 
that you’re being harassed or anything, call the regional office.  Call your 
development agent.”  We’re like, “We really want to be telling our employees if 
they have any problem –?”  Any time we have a problem, the first point of contact 
should be your field consultant.  Well, that’s not – we have things posted in our 
store, “If you have a problem, there’s a chain of command that goes up to the 
owner of the company.”  We don’t say, “Go outside the company and tell people 
all your problems.”  That’s one of the issues, too, is that content for an individual 
owner it would be very challenging to create your own training online.  But the 
flip-side is that when you turn it over to someone else, you lose control of the 
content.” (Cory, owner of 50 restaurants) 
 
 Another prevailing topic of trust focused on the employees who use the system 
and the possibilities of abuse and fraudulent payroll reporting.   
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Employee Misuse 
“I’ve had a computer hacker one time. One of my employees was so good at 
computers that when I took the laptop home, he figured out how to get everything 
on there. There was Limewire, Frostwire, all this stuff was on there. So it’s not a 
big concern as long as an IT guy can fix it.” (Tom, owner of 6 restaurants) 
Payroll Reporting 
“And the other thing is that because we don’t have a good system in place to do 
equipment, place to do it or whatever, I worry – it’s a great expense and I worry 
about the effectiveness of the training because they’re doing it on their own at 
home, having a friend do it or whatever. I could just about guarantee with 46 
examples that I have of whatever bad example could happen, I’ve got at least one 
of them. Some manager – somebody said to a manager, I’m sure, somebody had 
another manager do it for them and check it off. I’m sure that’s happened.” 
(Eddie, owner of 12 restaurants) 
System Reliability 
“Just recently, it’s timing out every five minutes. They’re having problems with 
their server. We called and asked what was going on, but it’s still happening, and 
that’s a big challenge because you can’t even finish a class on there right now 
with the way it is.” (Dave, owner of 10 restaurants) 
 
Little is known, however, about the role of trust in the technology acceptance 
model in the context of restaurant owners’ intent to use or continue to use computer-
based training for entry-level employees.  The themes emerging from this focus group 
analysis may be useful in testing the role of trust within the technology acceptance model 
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as a predictor or mediator of intent to use.  The second phase of this study sought to 
evaluate the role of trust in this context.  Specifically, trust in content, trust in staff, and 
trust in the system were added to the TAM for further investigation. 
 
 
Phase Two: 
 
Thirty-one participants (see Table 1) clicked on the survey link; two self-selected 
to not continue after reading the informed consent document.  A total of 29 participants 
agreed to the consent and started the questionnaire.  There were 21 participants who 
completed the entire survey and 23 who completed at least some questions.  Due to the 
low number of participants, all data collected for each question are included in the 
following tables even if a participant did not answer every question.   
 
Table 1 
Return Rate 
Invitations Sent Opened Surveys Started Completed Percent 
40 31 29 21 52.5 
  
 
 
Four participants screened out of the survey after selecting “I do not currently use 
the University of Subway to train any employees.”  Those participants were sent to the 
demographic part of the survey only; three of the participants who screened out of the 
survey completed the demographic questions (Table 2).  All three restaurant owners had 
10 stores or fewer and 10 managers or supervisors or fewer.  Two of the owners had 11-
50 employees; one employed between 51 and 100.  Only one of the owners had a college 
degree; the remaining two had some college experience with no degree conferred.  All 
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three participants had over 10 years of experience as a restaurant owner, and two had 
between 16-20 years of experience. 
 
 
 
 
Table 2 
 
Demographic Characteristics of Respondents Who Do Not Use  
University of Subway (N = 3) 
__________________________________________________________________ 
Characteristics        n       %  
Age 
 41-50         1    33.3  
 51-60          2    66.6 
 Total         3             100.0 
Level of education 
 Some college (no degree)       2    66.6 
 Bachelor's degree        1    33.3 
 Total         3  100.0 
Years as restaurant owner 
 11-15         1    33.3  
16-20         2    66.6 
 Total         3  100.0  
Number of stores owned 
 1-5         2    66.6 
 6-10         1    33.3 
 Total         3  100.0 
Number of people employed 
 11-50          2    66.6 
 51-100         1    33.3 
 Total         3  100.0 
Number of Managers and Supervisors 
 2-5         1    33.3 
 6-10         2    66.6 
 Total         3  100.0 
 
 
 
The majority of owners who do use the University of Subway and participated in 
this study are over 40 years of age, with 50% between the ages of 41-50 (see Table 3).  
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Fourteen of the 19 (73.7%) who responded to the number of restaurants owned question 
have 1-5 stores and nearly half (47.6%) have between 6-10 managers and supervisors. 
 
 
Table 3 
 
Demographic Characteristics of Respondents who Use University of Subway (N = 22)* 
__________________________________________________________________ 
Characteristics      n   %  
Age 
 31-40        3    13.6 
 41-50       11    50.0  
 51-60         7    31.8 
 >60        1      4.5 
 Total       22             100.0 
Level of education 
 Less than high school diploma    2       9.1  
 GED or high school diploma       1      4.5 
 Some college (no degree)      6    27.3 
 Associate degree from a 2-year college    2      9.1 
 Bachelor's degree       7    13.8 
 Graduate degree       4    18.2 
 Total       22  100.0 
Years as restaurant owner 
 1-5        1      5.3 
 6-10        6    31.6 
 11-15        2    10.5 
16-20        7    36.8 
 21-25        2    10.5 
 26-30        1      5.3 
 Total       19  100.0  
Number of stores owned 
 1-5       14    73.7 
 6-10        3    15.8 
 41-45        1      5.3 
 56-60        1      5.3 
 Total       19  100.0 
Number of people employed 
 Fewer than 11       4    19.0 
 11-50        11    52.4 
 51-100        3    14.3 
 451-500       2      9.5 
 more than 500       1      4.8 
 Total       21  100.0 
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Table 3 (continued) 
 
Number of Managers and Supervisors 
 1        2      9.5 
 2-5       10    47.6 
 6-10        4    19.0 
 11-15        2      9.5 
 21-50        1      4.8 
 more than 50       2      9.5 
 Total       21  100.0 
  
* Not all participants completed all of the demographic questions.  If a participant 
answered any demographic question, that information was included in this table. 
 
Mean scores for perceived usefulness of the University of Subway (UOS) (see 
Table 4) ranged from 5.36-5.75 on a 7 point scale (7 = completely agree), demonstrating 
that majority of owners who currently use the University of Subway at least somewhat 
agree that the tool is useful. 
 
Table 4 
 
Perceived Usefulness 
__________________________________________________________________ 
Factors        M    SD  
The UOS is a helpful tool for training managers   5.50  1.74 
and other supervisory staff in my restaurant(s).  
 
The UOS is a helpful tool for training    5.55  1.74 
non-supervisory staff in my restaurant(s).  
 
I think online (Internet-based) learning is useful   5.74  1.51 
for training restaurant employees.  
 
The UOS reports help me to monitor staff training.   5.73  1.62 
 
Using the UOS for training has resulted in    5.36  1.65 
improvements in overall operations of  
the restaurant(s).  
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
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 Perceived ease of use (see Table 5) mean scores were lower than perceived 
usefulness, with three of five questions averaging less than 5.  ‘I believe the UOS 
platform is easy for staff to use’ scored a mean of 4.5, ‘Enrolling employees as users of 
the UOS is simple’ averaged 4.77 and ‘The reports I need to track employee training from 
the UOS are easy to locate’ averaged 4.45. 
 Three participants of the twenty-two participants (12.0%) disagreed with the 
statement ‘I believe the UOS platform is easy for staff to use’.  Two (9.1%) disagreed that 
‘Enrolling employees as users of the UOS is simple’.  Three (12.0%) disagreed that ‘The 
reports I need to track employee training from the UOS are easy to locate.’ 
 
Table 5 
 
Perceived Ease of Use 
__________________________________________________________________ 
Factors        M   SD  
I believe the UOS platform is easy for staff    4.50  1.68 
to use.  
 
Enrolling employees as users of the     4.77  1.63 
UOS is simple.  
 
Overall, the training modules of the UOS    5.68  1.17 
are clearly understandable. 
  
The reports I need to track employee training   4.45  1.57 
from the UOS are easy to locate. 
  
The reports I need to track employee training   5.41  1.14 
from the UOS are easy to interpret.  
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
 
  
  
52 
 
 For the theme of trust (see Table 6), owners generally agreed that the system 
functioned well (M = 5.24), is available when needed (M = 5.10), and is overall beneficial 
(M = 5.10).  Similarly, they felt the content covered topics accurately (M = 5.48), was up-
to-date (M = 5.29), and covered content in a way the owners agreed with (M = 5.14).  
However, owners were less likely to agree that employees accurately reported training 
hours (M = 4.29), or that they paid attention to the content provided (M = 4.71). 
 
Table 6 
 
Trust  
__________________________________________________________________ 
Factors       M    SD  
System 
   The UOS platform functions well when used.  5.24  1.30 
 
   The UOS platform is available when needed.   5.10  1.14 
 
   Overall, the UOS benefits me as a business owner.  5.14  1.77 
 
Content 
   Overall, I believe the UOS modules cover topics   5.48  1.03 
   accurately. 
 
   Overall, the UOS modules contain material that is  5.29  1.15 
   up-to-date.  
 
   I agree with all or most of the content of the training  5.14  1.06 
   modules covered in the UOS. 
  
Staff 
   I believe that my employees accurately report   4.29  1.82 
   training hours using UOS. 
 
   I believe that employees pay attention to the   4.71  1.38 
   content provided in the UOS  
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
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For the twenty-two participants who answered the intent to use questions (see 
Table 7), most (n = 18, % = 85.7) indicated they would somewhat agree, agree or 
completely agree (ratings of 5 to 7 on the 7 point scale) that they will use or continue to 
use the University of Subway for supervisory staff and non-supervisory staff.   Similarly, 
the majority (n = 17, % = 77.3) somewhat agreed, agreed or completely agreed (ratings of 
5 to 7 on the 7 point scale) that they will use or continue to use the University of Subway 
to record the progress of employee training. 
 
Table 7 
 
Intent to Use 
__________________________________________________________________ 
Factors       M    SD  
I will use or continue to use the UOS for    5.76  1.51 
training managers and supervisory staff in my  
restaurant(s).  
 
I will use or continue to use the UOS for   5.55  1.71 
training non-supervisory staff in my 
restaurant(s). 
 
I will use or continue to use the UOS to    5.55  1.57 
record the progress of my employees’ training. 
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
 
 
Despite mandatory compliance for the use of the University of Subway for 
training managers and supervisory staff, three owners screened out of the survey as not 
using the platform at all (Table 2), 9.5% (n = 2) of participants who do use it disagree that 
they will continue to use it for managers and supervisory staff, and 13.6% (n = 3) 
disagree that they will continue to use it for non-supervisory staff (Table 6).  The 
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responses of disagree and neither agree nor disagree represent all of those who do not at 
least somewhat agree with the intent to use the technology.  Grouping responses this way 
shows (Table 8) that 14.3% (n = 3) do not at least somewhat agree they will use or 
continue to use the University of Subway for managers and supervisory staff, that 22.7% 
(n = 5) do not at least somewhat agree that they will use the tool to train non-supervisory 
staff, and that 22.7% (n = 5) do not at least somewhat agree that they will use the tool to 
record the progress of employee training. 
 
Table 8 
 
Frequency of Intent to Use 
__________________________________________________________________ 
Factors       n   %  
I will use or continue to use the UOS for training managers and supervisory staff  
in my restaurant(s).  
 Completely Disagree      0                          0 
Disagree       2    9.5 
 Somewhat Disagree      0                          0 
 Neither Agree nor Disagree     1    4.8  
 Somewhat Agree       3  14.3 
 Agree        7  33.3 
 Completely Agree      8             38.1 
 Total       21           100.0 
 
I will use or continue to use the UOS for training non-supervisory staff in my 
restaurant(s). 
 Completely Disagree      0                          0 
Disagree       3  13.6 
 Somewhat Disagree      0                          0 
 Neither Agree nor Disagree     2    9.1  
 Somewhat Agree       2    9.1 
 Agree        7  31.8 
 Completely Agree      8             36.4 
 Total       22           100.0 
 
I will use or continue to use the UOS to record the progress of my employees’ training. 
 Completely Disagree      0                          0 
Disagree       2    9.1 
 Somewhat Disagree      0                          0 
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Table 8 (continued) 
 
Neither Agree nor Disagree     3  13.6  
 Somewhat Agree       4  18.2 
 Agree        5  22.7 
 Completely Agree      8             36.4 
 Total       22           100.0 
_________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
 
  
Cross-tabulation allows for a comparison of those who disagree and neither agree 
nor disagree (not intend) to those who somewhat agree, agree, and completely agree 
(intend) for the intent to use the University of Subway on answers to perceived 
usefulness, perceived ease of use, and trust (Tables 7-9). 
 Not surprisingly, owners who did not at least somewhat agree with the statement 
that they intend to use the University of Subway in the future for training employees were 
more likely to disagree or somewhat disagree with statements of perceived usefulness 
(Table 9). 
 
Table 9 
Perceived Usefulness (Not Intend versus Intend) 
__________________________________________________________________ 
Intend to Use for Non-Supervisory Staff          Not Intend Intend  
The UOS is a helpful tool for training managers and other supervisory staff in my 
restaurant(s).  
 Completely Disagree      0                        0 
Disagree       2     0 
Somewhat Disagree      1     2  
 Neither Agree nor Disagree     0     0  
Somewhat Agree       1     1 
 Agree        0     7 
 Completely Agree      0                7 
 Total        4              17 
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Table 9 (continued) 
 
The UOS is a helpful tool for training non-supervisory staff in my restaurant(s).  
Completely Disagree      0     1 
Disagree       1     0 
Somewhat Disagree      1     0 
 Neither Agree nor Disagree     2     0  
 Somewhat Agree       0     2 
 Agree        0      6 
 Completely Agree      0                8 
 Total        4              17 
 
I think online (Internet-based) learning is useful for training restaurant employees.  
 Completely Disagree      0                        0 
Disagree       2     0 
Somewhat Disagree      0     0 
Neither Agree nor Disagree     2     0  
 Somewhat Agree       1     2 
 Agree        0     6 
 Completely Agree      0                9 
 Total        5              17 
 
The UOS reports help me to monitor staff training.    
 Completely Disagree      0                        0 
Disagree       0     0 
Somewhat Disagree      2     0 
 Neither Agree nor Disagree     0     0  
Somewhat Agree       2     4  
 Agree         0     7  
Completely Agree      0                6 
 Total        4              17 
 
Using the UOS for training has resulted in improvements in overall operations of the 
restaurant(s).  
 Completely Disagree      0                        0 
Disagree       2     0 
Somewhat Disagree      2     0 
 Neither Agree nor Disagree     0     1  
 Somewhat Agree       0         5 
 Agree        0     4 
 Completely Agree      0                7 
 Total        4              17 
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
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 Four out of five (80%) of responding owners who did not intend or did not at least 
somewhat agree with the intent to use the University of Subway in the future either 
disagreed or neither agreed or disagreed with the statement that the University of Subway 
was easy for staff to use, compared with eight out of seventeen (47%) who indicated they 
did at least somewhat agree with the intent to use the training platform in the future 
(Table 10). 
 
 
Table 10 
Ease of Use (Not Intend versus Intend)  
__________________________________________________________________ 
Intend to Use for Non-Supervisory Staff          Not Intend Intend  
I believe the UOS platform is easy for staff to use    
 Completely Disagree      0                         0 
Disagree       1      2 
Somewhat Disagree      1      3 
 Neither Agree nor Disagree     2      3  
 Somewhat Agree       1      1 
 Agree        0      5 
 Completely Agree      0                 3 
 Total        5               17 
 
Enrolling employees as users of the UOS is simple.  
 Completely Disagree      0                         0 
Disagree       1      1 
Somewhat Disagree      2      3 
 Neither Agree nor Disagree     0      1  
 Somewhat Agree       2      3 
 Agree        0      6 
 Completely Agree      0                 3 
 Total        5               17 
 
Overall, the training modules of the UOS are clearly understandable. 
 Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      0      0 
Neither Agree nor Disagree     2      3  
 Somewhat Agree       2      2 
 Agree        1      5 
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 Table 10 (continued) 
 
Completely Agree      0                 7 
 Total        5               17 
  
The reports I need to track employee training from the UOS are easy to locate. 
 Completely Disagree      0                         0 
Disagree       0      3 
Somewhat Disagree      1      2 
 Neither Agree nor Disagree     3      3  
 Somewhat Agree       1      2 
 Agree        0      5 
 Completely Agree      0                 2 
 Total        5               17 
  
The reports I need to track employee training from the UOS are easy to interpret.  
 Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      0      1 
 Neither Agree nor Disagree     2       3  
 Somewhat Agree       1      2 
 Agree        2      8 
 Completely Agree      0                 3 
 Total        5               17 
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
 
 
 An important factor in this study relates to concerns of trust.  Specifically, 
restaurant owners who do not intend or are not sure about their intent to continue using 
the system were more likely to distrust that employees accurately report training hours or 
that they pay attention to the content provided in the training modules than owners who 
indicated the intent to use the system.  Of the five owners who did not at least somewhat 
agree with the intent to use the system in the future, four (80%) somewhat disagreed, 
disagreed, or completely disagreed that employees accurately report training hours spent 
on the University of Subway and three out of five (60%) somewhat disagreed, disagreed, 
or completely disagreed that employees pay attention to the content provided through the 
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system.  Comparatively, of the sixteen owners who at least somewhat agree with the 
intent to use the system in the future, two (12.5%) somewhat disagreed, disagreed, or 
completely disagreed that employees accurately report training hours spent on the 
University of Subway and no owners somewhat disagreed, disagreed, or completely 
disagreed that employees pay attention to the content provided through the system (Table 
11). 
 
Table 11 
 
Trust (Not Intend versus Intend) 
__________________________________________________________________ 
Intend to Use for Non-Supervisory Staff          Not Intend Intend  
System 
   The UOS platform functions well when used.   
Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      1      2 
 Neither Agree nor Disagree     2       1  
 Somewhat Agree       1      3 
 Agree        1      7 
 Completely Agree      0                 3 
 Total        5               16 
 
   The UOS platform is available when needed.    
Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      2      1 
 Neither Agree nor Disagree     1       1  
 Somewhat Agree       1      6 
 Agree        1      7 
 Completely Agree      0                 1 
 Total        5               16 
 
   Overall, the UOS benefits me as a business owner.   
Completely Disagree      0                         0 
Disagree       1      1 
Somewhat Disagree      1      0 
 Neither Agree nor Disagree     2       0  
 Somewhat Agree       1      0 
 Agree        0      4 
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 Table 11 (continued) 
 
Completely Agree      0                 7 
 Total        5               16 
 
Content 
   Overall, I believe the UOS modules cover topics accurately. 
Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      1      0 
 Neither Agree nor Disagree     1       1  
 Somewhat Agree       2      5 
 Agree        1      7 
 Completely Agree      0                 3 
 Total        5               16 
  
   Overall, the UOS modules contain material that is up-to-date.  
Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      1      1 
 Neither Agree nor Disagree     2       0  
 Somewhat Agree       2      6 
 Agree        0      6 
 Completely Agree      0                 3 
 Total        5               16 
 
   I agree with all or most of the content of the training modules covered in the UOS. 
Completely Disagree      0                         0 
Disagree       0      0 
Somewhat Disagree      0      1 
 Neither Agree nor Disagree     4       1  
 Somewhat Agree       1      6 
 Agree        0      6 
 Completely Agree      0                 2 
 Total        5               16 
  
Staff 
   I believe that my employees accurately report training hours using UOS. 
Completely Disagree      1       1 
Disagree       1      1 
Somewhat Disagree      2      0 
 Neither Agree nor Disagree     1       1  
 Somewhat Agree       0      8 
 Agree        0      4 
 Completely Agree      0                 1 
 Total        5               16 
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Table 11 (continued) 
    
I believe that employees pay attention to the content provided in the UOS. 
Completely Disagree      1       0 
Disagree       1      0 
Somewhat Disagree      1      0 
 Neither Agree nor Disagree     2       1  
 Somewhat Agree       0    10 
 Agree        0      4 
 Completely Agree      0                 1 
 Total        5               16 
__________________________________________________________________ 
Scale: 1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 =Neither Agree 
nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree 
 
 
These results demonstrate that intent to implement or continue to use the UOS is 
influenced not only by franchise owners’ perceptions of usefulness and ease of use, but 
also by perceptions of trust in employee reporting and attentiveness in training.  
Distinctive to this study may be the application of the TAM for understanding the 
behavioral intent of non end-users for a new technology adoption, as the survey was sent 
to owners and not managers or employees.  However, the TAM has been used in similar 
settings to better understand variables that predict behavior intent.  
Unexpectedly, there are franchisees in the Phoenix, Arizona market who do not 
use (n=3) or may be contemplating the discontinuation of the UOS (n=5) for training 
non-supervisory employees.  Similarly, Park, Lee, and Khan (2014) discovered that 
franchisees do not necessarily adopt a new technology, even if the parent franchisor 
requires it.  Franchisee support, as these authors conclude, is an important predictor of 
intent to use a franchisor-initiated technology.  
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As demonstrated by Lee, Hsieh, & Chen (2013), prior experience and computer 
self-efficacy influence perceived usefulness and perceived ease of use; which, in turn, 
influences behavior intent to use computer-based training.  Subway focus group 
participants vary in their comfort level with computers.  When discussing the UOS ease 
of use, one participant stated, “I got to tell you just for me, I'm not all that computer 
savvy.”  Efforts that focus on owner computer self-efficacy may improve attitude and 
intent to implement the UOS for employees. 
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CHAPTER V. SUMMARY AND CONCLUSIONS 
 
 
The mixed methods approach of this study allowed for a more complete 
understanding of variables affecting the decisions of owners of a major QSR chain in a 
southwestern U.S. market to utilize or not utilize an Internet-delivered computer-based 
training, specifically the University of Subway, for entry level employees.  As such, the 
research questions in the second phase of the study were led, in part, by the participants 
themselves and not solely on assumptions of the researcher.  Focus group analyses led 
specifically to the element of trust in the development of the survey tool used for phase 
two. 
 
Summary of Findings 
The objectives of this study were: to identify perceptions of QSR owners in a 
specific chain toward computer-based employee training, examine the QSR owners’ 
perceived challenges to use computer-based training using qualitative methods, and test 
the QSR owners’ perceptions of impediments for CBT implementation using quantitative 
methods.  As QSR owners, Subway franchisees have access to a comprehensive online 
training platform and have perspectives that support the objectives of the study.  
The first research question for phase one sought to identify impediments of 
implementing computer-based training (CBT) in a quick service restaurant (QSR).  While 
some owners expressed concerns related to costs of purchasing additional computers for 
training, others felt the University of Subway was cost-beneficial.  When asked about 
potential advantages of computer-based training, an owner stated, “I think one advantage 
would be cost.  It’s very cost-effective to do it on a mass scale.  The technology is 
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available.  People use it.”    Another potential impediment identified was related to the 
difficulty in knowing if employees were actually taking the classes or having someone 
else do it. “But if you’re doing it at home, who is doing the test?  Is that person doing it, 
or is someone else doing it?  That’s the disadvantage.”   
The next focus group research question sought to identify the perceived issues of 
QSR owners with regard to the acceptability of CBT among management and employees.  
Owners discussed the usefulness, identifying consistency, customization, and reporting 
among the important attributes needed for the University of Subway to be of value.   For 
example, when the discussion in one group was opened to the topic of customization, one 
owner stated “maybe if there was a way for people who had already scored and done 
certain things could kind of get the adult version as opposed to the spoon-fed version, I 
think it would make it a lot easier to sell it.”   Participants also discussed system ease of 
use as important for implementation.  When asked about issues related to acceptability of 
online training for employees and managers, one owner stated, “online classes are 
probably the easiest for the way we operate.” 
The final research question for phase one sought to find perceived issues that exist 
with regard to the reliability of CBT to effectively train QSR employees.  While 
reliability of the system was identified as important to all participants, some owners 
stated confidence in the system as reliable and available, “For me, the system doesn't go 
down – the Internet doesn't go down often,” while others expressed concern with the 
platform performance, “Just recently, it’s timing out every five minutes. They’re having 
problems with their server.”  Some owners embraced online training as an effective 
delivery tool; however, one owner expressed concern about specific training topics, “Any 
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type of leadership training, where you want to have the trainees interact with each other, 
obviously, is much better in person.” 
Three research questions in the second phase of the study related to the theme of 
trust: trust in the UOS content and platform, trust in employees to pay attention when 
participating, and trust in employees to accurately report training hours.  Data collected 
from the survey demonstrated (Table 6) mean ratings ranging from 5.10 to 5.48 on a 
scale of 1 to 7 (1 = Completely Disagree, 2 = Disagree, 3= Somewhat Disagree, 4 
=Neither Agree nor Disagree, 5 = Somewhat Agree, 6 = Agree, 7 = Completely Agree) 
for questions related to trust of system and trust of content.  However, trust in employees 
for paying attention and accurately reporting training hours were 4.71 and 4.29, 
respectively (Table 6).   
The final research question sought to determine if restaurant owners who express 
concern with trust were less likely to intend to use the University of Subway.  Owners 
who did not at least somewhat agree with the intent to use the UOS in the future for non-
supervisory staff (n=5) also did not at least somewhat agree with the statements ‘I believe 
that my employees accurately report training hours using UOS’ and ‘I believe that 
employees pay attention to the content provided in the UOS’ (Table 11).  Comparatively, 
owners who somewhat agreed, agreed, or completely agreed with the intent to use the 
UOS in the future for non-supervisory staff (n=16) also somewhat agreed (n=8), agreed 
(n =4), or completely agreed (n =1) with the statement ‘I believe that my employees 
accurately report training hours using UOS’ and somewhat agreed (n=10), agreed (n =4), 
or completely agreed (n =1) with the statement ‘I believe that employees pay attention to 
the content provided in the UOS’ (Table 11).   
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Focus group participants openly discussed their opinions of University of Subway 
and computer-based training for both supervisory and non-supervisory staff.  A notable 
emphasis on the concept of trust was evident from detailed analysis of the discussion 
transcripts, which in turn steered the questions included in the survey sent to the study 
population. 
Restaurant owners identified trust concerns of the platform (system), the content 
itself, and their own staff.  Some owners felt that face-to-face training continues to be the 
preferred method of training, while others reluctantly embraced CBT despite concern 
about the reliability of the system and the employees’ honesty in paying attention to the 
content and accurately reporting labor hours spent in training. 
Despite mandatory compliance with participation in the University of Subway as 
a training tool for supervisors and managers, analysis revealed three owners of the 
twenty-nine who started the survey stated they were not using it at all and three additional 
participants who do use the platform did not at least somewhat agree with the intent to 
continue using it for managers in the future.  Of those who did not intend to use the 
system in the future, lack of trust appeared to be a compelling factor. 
A distinctive characteristic of this study is that the behavioral intent to use the 
technology was not tested directly on the end-user but instead on the key decision maker 
who is ultimately responsible for the overall operations of the store.  As business owners, 
the participants in this study are likely motivated differently than the managers and 
employees of the restaurants they represent. 
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Limitations of the Study 
 The small sample size of this research makes generalization to the larger 
population of Subway owners problematic.  The population size is small (40) and was 
geographically limited to a specific market representing 400 locations in Arizona.  At the 
initiation of this study, the population for the size in this market was larger (62); 
however, recent economic downturns have resulted in fewer overall franchisees as 
restaurant ownership has been transferred to larger, multi-unit owners. 
 Another limitation of this study was the five-year gap in time between phase one 
and phase two.  Although the twelve franchise owners in the 2010 focus groups remained 
owners for the time period leading up to the 2015 online survey and were potential 
candidates for participation in the second phase, their perceptions of the University of 
Subway may have been changed over time.  Also, the time delay introduced the 
possibility that new owners may have entered the market and could have participated in 
the second phase only.  One significant change during this time period was a new 
requirement by DAI for all stores to train and certify managers and supervisors through 
the University of Subway, even though the survey results indicated some owners were 
not doing so and others were contemplating future use.  The decision to train entry-level 
employees through the platform, however, remained at the discretion of each owner 
throughout this time period.   
As discussed earlier, focus group results cannot be generalized outside of the 
homogeneous group; yet, the information from these discussions are transferrable and, 
for this study, are helpful in determining useful themes and developing survey questions 
for further exploration.  Focus groups were limited to restaurant owners as the primary 
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stakeholders; however, restaurant managers may also have significant influence over 
CBT implementation and may have been another valuable source for investigation. 
The quantitative phase of this study can also not be generalized.  The low number 
(n=22) of participants who both use the University of Subway and completed the survey 
reduces the researcher’s ability to identify statistically significant results.  The analyses 
were limited to descriptive statistics that were helpful in understanding the concerns of 
the sample, but limited in ability to infer relevance outside of the sample or target market.  
Also, the survey used in this study screened out owners who do not currently use the 
University of Subway online training platform.  It would have been advantageous to ask 
those owners additional information that might identify reasons for their resistance to 
utilize the training modules. 
 
Recommendations for future research 
To better answer the research questions proposed in this study, there are 
methodological procedures that could be improved if this study were to be replicated.  
The population size should be expanded to include a national survey of franchisees.  It 
would improve study participation rates be creating a relationship with local Subway 
development agents who oversee operations and may be willing to encourage owner 
involvement.   
Due to the low number of responses and population size of this sample, the 7-
point scale was not ideal for analyzing and interpreting results, as several potential 
options to questions in the survey had no response to report.  A subsequent study may 
benefit from using a 5-point scale.   
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Future research should include multiple regions with a different restaurant chain 
or a comparative study that can identify potential differences between small and large 
organizations.  As other chains, such and McDonalds and Taco Bell, use the same 
platform as Subway, a study designed to include owners or managers from these 
organizations may be helpful.    
It would be valuable to examine the questions in this paper from the perspective 
of managers or employees and to compare the results to the findings revealed from this 
paper.   As targeted users, QSR employees likely have opinions that may contrast those 
of the business owners.  Another approach might be to compare single-unit operators 
with multi-unit operators.  The sample size of a future research initiative should be larger, 
if possible, than what was available for the present study.    
 
Future research that examines concern of trust between employer and employees 
as an impediment for implementing computer based training programs would benefit 
both employers and technology developers.  More is known about the roles of trust for 
determining a consumers’ intent to use a technology (Pavlou, 2003) than is understood in 
the settings described in this study.  New research should not just identify concerns of 
trust that exist, but also seek to understand why they exist and potential solutions for 
resolving them. 
 
Implications 
 Although participation in the University of Subway for supervisory staff is 
required by the parent franchisor, there are owners who either don’t currently use the 
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system or indicate a resistance toward continued use in the future.  It would benefit both 
franchisees and the Subway Corporation to recognize impediments of the implementation 
of computer-based training and to address them. 
This study recognizes a potential lost opportunity for QSR owners who identify 
themselves as resistant to use of a valuable training tool not because of a negative 
perception of usefulness or ease of use but due to trust issues related to the employees 
who are engaging in the training.  Despite a general belief that the modules cover topics 
accurately (Table 6), some owners identify distrust in their own employees (Table 9) and 
may resist the use of computer-based training due to their distrust. 
 Restaurant owners always benefit from a well-trained workforce.  Computer-
based training offers an opportunity for consistency and standardization in information 
communication and can potentially act as an effective tool to record and track 
participation and information recall.  Effective training platforms must not only deliver 
high-quality, relevant content, but must also alleviate concerns of decision makers who 
may choose not to employ these tools because of perceived complications related to 
employee trust.  Training through the University of Subway platform allows for 
employees to login and participate from remote (non-restaurant) locations, including 
from home, requiring only a connection to the Internet with assigned credentials.  At 
present, there is no way to authenticate that the person logged in is the actual employee, 
that the employee is paying attention to the material presented, or that the employee will 
report hours in training accurately. 
 As suggested by Law, et al. (2013), it is important for restaurant owners to play an 
active role when commissioning the development of new technologies for their 
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operations.  Business partners should have a thorough understanding of the needs and 
motivational factors of end users before a new technology is built.  While the University 
of Subway is generally perceived as useful, owners rated the perception of ease of use 
lower regardless of their intent to continue using the platform.  Potential concerns over 
trust should be brought to the attention of developers as well. 
Instructional designers can benefit from recognizing potential barriers to 
implementation and addressing these concerns while designing modules.  Parent 
companies investing in computer based training technologies may see increased 
participation in implementation by employing strategies to address concerns of trust by 
including restaurant owners in the development of material and by creating strategies that 
address owners concerns related to trust. 
Strategies to address impediments of CBT implementation identified in this study 
need to be pursued.  Developers should address perceptions of system ease of use at both 
the supervisory and owner level and improve reporting mechanisms of employee 
participation.  Restaurant owners and the parent corporation might consider policy and 
procedure development that reduces potential for fraud.  Secure access to the platform, 
for example, could be limited to Internet Protocol (IP) addresses that ensure employees 
can only participate in training activity while accesses the system through the restaurant’s 
secured network and no longer from remote locations.  Biometrics could potentially be 
integrated to authenticate end-user identity.  Computer video cameras, also, could record 
user participation to verify time and attention of the learner while engaging in a training 
module. 
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It is clear that computer-based training will continue to play an integral role in 
developing the current and new workforce for the QSR industry.  Face-to-face and on-
the-job training will continue to be supplemented by evolving communication vehicles of 
delivery made possible through technological advances, some of which have yet to be 
developed.  These findings should remind decision makers to examine motivators and 
perceived barriers of technology adaptation and to address potential impediments before 
development and implementation of employee training systems. 
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APPENDIX C 
FOCUS GROUP RECRUITMENT LETTER 
 
Subject: Invitation for a free $25 gift certificate to Best Buy 
To: All Phoenix Market Subway Franchisees 
From: Rick Hall 
 
I am conducting a research project in order to complete my doctoral (PhD) 
studies at Iowa State University. The subject of my research is to identify barriers 
for implementing computer-based training modules in a quick service restaurant. 
Iowa State University Office for Responsible Research, 1138 Pearson Hall, Ames, 
Iowa  50011-2207, 515-294-4215 has approved my research.    
 
I am asking you to participate in this important study by attending a brief 
focus group consisting of small group with fellow Subway franchisees to collect 
ideas about what might prevent you from adapting training modules delivered 
over the Internet.  Your participation in this research study is voluntary with 
answers held in strictest confidence.  The group discussion will be audio and 
video recorded, and the comments will be transcribed without identifying 
information.  The recordings will be secured in a locked file cabinet and saved for 
three years. 
 
As an incentive, participants of the study will receive a $25 gift certificate 
to Best Buy.  Because of the nature of this study, space will be limited.  To 
schedule yourself for one of the available focus groups, please contact me by 
email at rick.hall@asu.edu. 
 
If you have any questions about this study, would like more information 
about the content matter of my research, or have any concerns about participating, 
please contact my major professor, Dr. Robert Bosselman, or me using the 
information is below. 
 
Thank you for your participation.  Results of the survey will be available 
to you upon request. 
 
 
Rick Hall, Graduate Student    Dr. Robert Bosselman 
Iowa State University     Professor  
3434 West Anthem Way    Iowa State University 
#118-234      31 MacKay Hall 
Anthem, AZ  85086     Ames, IA  50011-1120 
rick.hall@asu.edu     drbob@iastate.edu 
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APPENDIX D 
SCRIPT FOR RECRUITMENT FOLLOW-UP PHONE CALL 
 
Hello, this is Rick Hall.  I am a doctoral student at Iowa State University and I am 
calling you to follow up on a recent letter I mailed to you regarding my research 
project.  I am setting up focus groups consisting of quick service restaurant 
owners and managers to discuss the topic of computer-based training for 
employee training and I’m following-up with you to answer any questions you 
may have and determine your interest. 
 
As mentioned in the letter, the focus groups will be video and audio recorded and 
then transcribed for analysis, without identifying information.  All recordings will 
be kept in a locked file cabinet and destroyed in three years. 
 
Your participation in the study would be voluntary and there are no negative 
consequences for not participating in the study.  There are no known risks for 
participating in the study.  As an incentive, you will receive a $25 gift card to Best 
Buy after the focus groups have concluded.   
 
I am scheduling focus groups in the next couple weeks.  Would you be interested 
in participating? 
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APPENDIX E 
INFORMED CONSENT DOCUMENT 
 
Title of Study:  Impediments of Implementing Computer-based Training Modules in a 
Quick Service Restaurant (QSR) 
 
Investigators:    Richard E. Hall, II 
 
This is a research study. Please take your time in deciding if you would like to 
participate. Please feel free to ask questions at any time. 
 
INTRODUCTION 
The purpose of this study is to learn what prevents QSR operators from implementing 
computer-based training for employees and to understand what may motivate greater use 
of these technologies for training in this setting. You are being invited to participate in 
this study because you are a QSR owner or manager.  
 
DESCRIPTION OF PROCEDURES 
If you agree to participate, you will be asked to participate in a small group discussion, 
also known as a focus group.  Other participants of the research group will include QSR 
owners or managers.  The session questions will focus on the factors that influence your 
decisions to implement or not implement computer-based training for employees, and 
may include questions about your biases toward technology and your ability to purchase 
equipment.  The session(s) will be audio and video taped so that the researcher can 
review your answers thoroughly at a later date. Your participation will last for an 
estimated duration of one to two hours per focus group discussion.  You may be asked to 
participate in one or two sessions. 
 
RISKS 
There are no known risks for participating in this study.   
 
BENEFITS 
If you decide to participate in this study there may not be a direct benefit to you.  It is 
hoped that the information gained in this study will benefit society by providing valuable 
information about the use of technology for training employees of small businesses.  
 
COSTS AND COMPENSATION 
You will not have any costs from participating in this study.  You will not be 
compensated for participating in this study.  If you decide to participate in the study, you 
will be eligible for a drawing and may receive up to $50 gift certificate.   
 
PARTICIPANT RIGHTS 
Your participation in this study is completely voluntary and you may refuse to participate 
or leave the study at any time. If you decide to not participate in the study or leave the 
study early, it will not result in any penalty or loss of benefits to which you are otherwise 
entitled.  
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CONFIDENTIALITY 
Records identifying participants will be kept confidential to the extent permitted by 
applicable laws and regulations and will not be made publicly available. However, 
federal government regulatory agencies, auditing departments of Iowa State University, 
and the Institutional Review Board (a committee that reviews and approves human 
subject research studies) may inspect and/or copy your records for quality assurance and 
data analysis. These records may contain private information.   
 
To ensure confidentiality to the extent permitted by law, the following measures will be 
taken: video records will be stored in a secured cabinet.  Transcription of the focus group 
questions and responses will be written with no identifiable information but will instead 
be listed as ‘participant 1’, ‘participant 2’, etc.  Video and audio files will be saved for a 
period of one-year after transcription and then destroyed.  If the results are published, 
your identity will remain confidential. 
 
QUESTIONS OR PROBLEMS 
You are encouraged to ask questions at any time during this study.   
• For further information about the study contact Dr. Robert H. Bosselman, 
Professor, Chair and Undergraduate Program Coordinator, 515-294-7474, 
drbob@iastate.edu 
• If you have any questions about the rights of research subjects or research-related 
injury, please contact the IRB Administrator, (515) 294-4566, IRB@iastate.edu, 
or Director, (515) 294-3115, Office for Responsible Research, Iowa State 
University, Ames, Iowa 50011.  
 
 
 
 
************************************************************************ 
 
PARTICIPANT SIGNATURE 
Your signature indicates that you voluntarily agree to participate in this study, that the 
study has been explained to you, that you have been given the time to read the document, 
and that your questions have been satisfactorily answered. You will receive a copy of the 
written informed consent prior to your participation in the study. 
 
 
Participant’s Name (printed)               
    
             
(Participant’s Signature)     (Date)  
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APPENDIX F 
SAMPLE FOCUS GROUP DISCUSSION QUESTIONS 
1. Tell us your name, how long you’ve been involved with Subway, and what 
you enjoy doing most when not working. 
2. Other than your POS system, do you have a permanent additional computer in 
your restaurant? 
3. What potential benefits do you see for having a second computer in your 
restaurant?   
4. Are there any disadvantages that you can see in having a second or third 
computer in your restaurant?   
5. If you had an additional computer in your store, what would you use it for?  
6. What are the advantages or disadvantages for standardizing training for 
Subway employees, so that every employee is required to learn the same 
material? 
7. What are the advantages or disadvantages of Internet-based training?   
8. What specific topics would be best taught through the Internet? 
9. If you were to be asked to purchase an additional computer for the purpose of 
providing training to your staff, what factors would influence your decision to 
do so?   
10. Do you have any concerns about having your staff participate in an online 
training program?  If so, what are your concerns? 
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APPENDIX G 
CODEBOOK 
 
Themes Code Sub 
Code 
Definition/Explanation Examples  
(Hypothetical) 
Ease of 
Use 
Ease to 
Employee 
 CBT must be easy for entry-
level employees to use. 
The platform should 
be intuitive and be 
easy for employees  
 Ease to 
Manager 
 CBT must be easy to 
manager staff to use 
My store manager 
told me that she 
couldn’t figure out 
how to use the 
system. 
 Ease to 
Owner 
 CBT must be easy for 
restaurant owner to use 
I tried, but I just don’t 
get it.  It’s not worth 
my time to figure it 
out. 
Usefulness Advantages  Owner recognizes 
advantages to CBT 
This system is great.  
It really adds value to 
my organization. 
  Content 
through 
Internet 
Owner identifies an 
advantage of the fact that the 
platform is delivered over 
the internet. 
I like that my 
employees can take 
these courses from 
any location on any 
computer. 
 Consistency  Material is consistent and 
standardized. 
I have several stores, 
so I am glad to know 
all employees are 
getting the same 
information. 
 Customizable  CBT should be customizable 
to my needs. 
I would like to pick 
and choose what 
courses my 
employees need to 
take. 
 Interaction  It is important for the leaner 
to be able to interact during 
training. 
I prefer face-to-face 
training because the 
employee can ask 
questions during the 
training. 
 Resistance  Owners, managers or 
employees resist CBT 
despite advantages.    
Even if the system is 
good, I won’t use it 
because we already 
have a good training 
program in place. 
 Results  Intent to use CBT should 
include a measureable result. 
I need to see a return 
on investment, a 
decrease in costs, or 
an increase in 
profitability to 
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continue using CBT. 
 Tracking  Tracking employee 
participation in CBT 
increases owner confidence. 
I need to be able to 
print reports so that I 
know what 
employees are 
learning. 
Trust Content Reliable The content in the system 
must contain information 
that is current and accurate. 
My manager told me 
that the modules in 
the platform were 
based on old food 
code standards.   
  Relevant The content in the system 
must contain information 
that is relevant and helpful 
for our operations. 
The modules were 
developed by the 
franchisor to increase 
sales.  People with no 
restaurant experience 
wrote the material. 
 Employee 
Misuse 
 Employees may use CBT 
computers inappropriately. 
I found out that two 
of our employees 
were checking social 
media websites on 
our training 
computer. 
 Payroll 
Reporting 
 How costs related to 
employee compensation 
reduces owner trust. 
Employees may not 
accurately report their 
training hours.   
 System 
Reliability  
 The training platform must 
be available and free from 
technical issues affecting 
ability for training to occur. 
The system appears 
to be down for 
maintenance 
whenever we need it. 
Resources Computer 
Uses 
 How computers are used and 
assigned for training.  
We have a dedicated 
laptop for training, 
which we allow 
employees to take 
home. 
 New 
Technology 
 Computer technologies are 
evolving. 
I don’t see a need for 
laptops, as mobile 
devices are the future.  
Motivation Employee  Employees will be interested 
in participating if they 
believe it is valuable to them 
professionally, it is 
interesting, or they are 
compensated adequately for 
it. 
I give bonuses to my 
staff who complete 
modules.  I create 
staff games to keep 
staff motivated. 
 Manager  Managers will be interested 
in promoting CBT if there is 
a financial benefit or if it 
makes their job simpler.  
Managers who see increased 
My managers are 
given bonuses when 
their employees 
participate.   
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profitability are motivated to 
participate. 
 Owner  Owners will invest in CBT if 
there is a perceived benefit 
to the business.  
I did not want to use 
the system until 
another owner told 
me how much it 
helped their store. 
Knowledge 
Transfer 
Learning 
Abilities 
 The system needs to address 
diverse learner groups. 
My employees get it, 
but my older 
managers just don’t 
know how to learn 
through a computer. 
 What to Do  The information must 
contain relevant topics that 
will help my organization. 
The topics available 
do not meet the needs 
of my organization. 
 Why to Do  Content must have a 
purpose; owners must be 
convinced that content is 
valuable and worthwhile. 
I do not understand 
why CBT is better or 
needed. 
Cost Computer  Increases in equipment costs 
and maintenance may reduce 
CBT participation. 
Computers are 
expensive.  
Maintaining and 
replacing stolen or 
broken computers are 
costly. 
 Labor  Costs of employee training 
affect owners’ intent to 
utilize CBT at the staff level. 
Increased labor costs 
associated with this 
system must show me 
a return on my 
investment. 
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APPENDIX H 
SELECTED ILLUSTRATIVE QUOTES 
 
Themes Codes Sub-
Codes 
Illustrative Quotes 
Ease of Use Ease to 
Employee 
 “what’s probably going to work best is the 
online classes where the employees can take 
it when there’s time available in each store 
based on the operations.” 
 
“sometimes you have employees who may be 
older and haven’t grown up using laptops and 
those types of programs. I’ve dealt with that 
where I’ve had employees who have never 
used a laptop before in their life” 
 
“I find kids watching those training modules, 
and a lot of them are having a real struggle 
getting through it. I think if it was more 
interactive – when I say interactive, I mean 
interactive on their level. I think they’d be 
more anxious to do more of it.” 
 
“We’ve had challenges getting initially 
through the first course. I guess that’s just 
some computer compatible issue. Once they 
get set up, they’re usually good to go. But 
that initial getting logged in for the first time 
and navigating their way through the first 
time is a little tricky. But once that’s done, it 
seems to be easy after that.” 
 
“QSR online classes are probably the easiest 
for the way we operate.” 
 
“I think some of the classes are too long. 
When they’re three or four hours long, it’s so 
hard to keep our employees – the voice of the 
customer and stuff. They’re good classes, but 
they’re so long that it’s a bummer. If we can 
break them up into segments or something, 
it’d be a little less overwhelming.” 
 
“But if it was easy to use, kids would use it.” 
 
“If you had a Wii, that’d be easy” 
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“I find kids watching those training modules, 
and a lot of them are having a real struggle 
getting through it. I think if it was more 
interactive – when I say interactive, I mean 
interactive on their level. I think they’d be 
more anxious to do more of it.” 
 
 Ease to 
Manager 
  “It’s definitely harder for people that have 
done well without it and then are told to use 
it.” 
 
 “For managers, it works really well. It really 
helps kind of hone on the skills.” 
 
 “it's easily accessible.  Not only for us to 
check it and track it, but just being on the 
Internet, with the employees to have it in the 
store, it's easy for them to get it.  For me, the 
system doesn't go down – the Internet doesn't 
go down often.” 
 
 “I’m a little confused on the viewing thing 
because we actually do use that extra laptop 
to view – aside from the DVR – to view, 
because you just are able to connect – if you 
have the software and connect to the program 
you’re able to do that to where it really 
doesn’t interfere with the DVR that way. So, 
it’s actually easier to view it on that than 
actually doing to the machine and viewing 
it.” 
 
“managers visually can see who is where 
instantly.” 
 
“when they train people, there’s a difference 
between the people they train on that as 
opposed to the other ones that they wing it. 
The people that come out of being able to do 
the online deal have a certain amount of 
confidence to them. They said they feel like 
they’re better prepared when they turn them 
loose. So, there’s a certain amount of 
confidence there.” 
 Ease to  “QSR online classes are probably the easiest 
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Owner for the way we operate.” 
 
“The interface has got to be easier for 
everybody.” 
 
“I'm a computer guy and I sometimes get 
confused to find now where to go.  And say 
hit on somewhere else.  They keep on 
rotating; it's somewhere over here and 
there.  Many times I find, there are two 
interfaces, and those are two different total 
tasks.  I can go and log in and take 
courses.  That interface is really bad.” 
 
“What classes you take, when they take them, 
how they take them, where they take them, 
how much you pay them for, how you track 
that. It’s just overall can be difficult to 
manage.” 
 
“If it comes to the point where everyone is 
required to take these classes, the burden on 
us, labor wise, to track it and manage that 
process and get that down to payroll and get 
that down to the store, I think that’s going to 
be a detriment to owners wanting to embrace 
it as well.” 
 
“I guess one other thing is having either being 
the owner himself or herself or key staff 
being really strong with computers, in terms 
of setting it up and setting up the laptops so 
that they can't go to other locations. “ 
 
“I got to tell you just for me, I'm not all that 
computer savvy” 
 
“Yeah, difficult to me and I guess just some 
of the all different parts of it. 
Usefulness Advantages  “Yeah, the advantage is they can be updated 
in real time. Recorded disk or something, you 
can’t exactly change that very easily.” 
 
“And for QSR online classes are probably the 
easiest for the way we operate. It’s really hard 
to take your people out of the store and sit 
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down and have someone talk to you or bring 
someone in.” 
  Content 
Through 
Internet 
“I guess going back to the advantages, one of 
them would be that they can take them any 
time they wanted to. They could conceivably 
take it at odd hours in the middle of the night 
or whatever, and the fact that it quizzes them 
and assesses if they’re actually learning 
stuff.” 
 
“Any type of leadership training where you 
want to have the trainees interact with each 
other, obviously, is much better in person.” 
 
I would say my benefits are I can send one e-
mail out and have it go to all my managers or 
anyone I want to communicate a message to.  
Now I don’t have to call each store and try to 
talk to each person to deliver the same 
message 
 Consistency  “I think consistency is probably the hardest 
thing because I’ve looked at all my stores, 
trained the same, and although similar, it’s 
not quite the same, and I’d like to have 
consistency as far as how if I go to one store 
and I have an employee go to another store 
and be like, “Well, I’ll just train this way at 
another store,” well, you’re the same 
company. You better be trained the same. 
You know? Although the new employee 
handbook that just came out is stellar.” 
 
“that’s one of the reasons I don’t like online. 
For example, every manager has got their 
own way they want their restaurant clean or 
their customers treated. Obviously, we’re all 
for good service and we’re all for 
consistency, but everyone has got their own 
nuances, and that’s why I think in person is a 
little bit better.” 
 
“when you look at standardization, you have 
to look at who is looking. With Subway 
corporate, they want it to be standardized, and 
when I look at it from my point of view, 
there’s certain things I want standardized in 
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my stores, but if I standardize every little 
thing, I’m going to push out the creativity of 
the people that we have, and I think that’s a 
lot of what the value comes from. The people 
that are there and the stuff that they add to the 
system. So if we take everything out of it and 
everything is the exact same way and they 
become robots, we would lose something as a 
Subway market.” 
 Customizable  “But we also limit access to virtually 
everything that wasn't Subway-related.  So 
when you go on one of our computers, you 
can go to University of Subway, you can go 
to Partners and Shamrock; and pretty much 
that's it.” 
 
“Segment it out, so people can just click on 
the start of the training.  Even though this 
training tells you that you need to put the 
cheese like this, but this is a new procedure.” 
 
“Grouping the courses together so this is a 
shift leader group, they should definitely 
complete that.  When they move to the next 
level, they don't need to do the basic courses 
again.” 
 
“maybe if there was a way for people who 
had already scored and done certain things 
could kind of get the adult version as opposed 
to the spoon-fed version, I think it would 
make it a lot easier to sell it.” 
 Interaction  “Any type of leadership training where you 
want to have the trainees interact with each 
other, obviously, is much better in person” 
 
“So I think by them removing their personal 
touch with that employee, now they’ve lost 
the accountability for their training.” 
 
“There is a turn around and you forget to tell 
the employees this thing changed, if that 
happens, that also affects the training.  We 
thought we told this employee, we are not 
able to communicate it or those 
changes.  And also if they're working 
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different shifts, sometimes it's hard to get 
them all at the same place.” 
 
“It could be more interactive but it’s more 
interactive than what we’re used to. They 
actually get to watch a training on a technical 
device of some sort, and that’s a little more 
hip than not doing it. So, I was just trying to 
think of some good things about that.” 
 Resistance  “I’d rather have all our training come from a 
body than a computer. Although, I think 
that’s the direction we’re gonna have to move 
into.” 
 
“We only have two managers because of the 
two stores, and so I asked both of them, and 
both of them teach face to face than doing 
online classes.” 
 
“Maybe some resistance to change, too. One 
manager we have has been with us for 13 
years, and the others have how many years? 
And they just don’t want to do it. They did 
what was necessary.” 
 
“I have a hard time making the – I know the 
momentum’s going that way, but I have a 
hard time switching all the way over that 
way. But I’m old-fashioned.” 
 
“I’m not doing it because I don’t have a good 
system in place to do it. If I had an office in 
my store with a desktop or a laptop that was 
tethered there and high-speed Internet, we 
would use it for every employee.” 
 
 Results  “It’s working like this. They show the results. 
I think if you take someone from the 
beginning point to the end result and show 
them that spectrum from someone that is 
respected, that it’s not someone who has no 
idea how it actually happens at the store level, 
I think that’ll also help people getting to 
adopt see it happen in that method.” 
 
“In our company, we pre-set them up for 
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success. We tell them that we’re going to test 
you on this. We’ll quiz them ourself on a 
couple questions they took on the test, or we 
also look at their – and, not or. And we look 
at their score. We require them to get a 90 or 
above. Our own deal is 80, but now it’s 90 or 
above. If they’re not really paying attention, 
they’re not going to get a 90. So it’s 
accountability, and I think as long as you set 
them up for saying, “Hey, we’re going to test 
you on this. Don’t just breeze through it.”  
 
“We measure results, too. If you set the same 
expectations for product usage and costs, it’s 
a lot easier with standardization.” 
 
 Tracking  “our office manager pulls the reports of the 
manager getting to see who has gone on and 
who has gone off.” 
 
“anytime we have employees do the training 
that are non-management, we have them do it 
in the store so we can make sure they’re 
actually taking the class and not just sitting 
there, flipping through it.” 
 
“I’ve been tracking it. That’s when you’ve 
got a beast. If it comes to the point where 
everyone is required to take these classes, the 
burden on us, labor wise, to track it and 
manage that process and get that down to 
payroll and get that down to the store, I think 
that’s going to be a detriment to owners 
wanting to embrace it as well.” 
 
“it's easily accessible.  Not only for us to 
check it and track it, but just being on the 
Internet, with the employees to have it in the 
store, it's easy for them to get it.  For me, the 
system doesn't go down – the Internet doesn't 
go down often.” 
 
Trust Content  Reliable “How it should look prior to customers 
getting there and that kind of thing, but 
definitely how to make a sandwich and how 
to walk them down the line, and bread 
  
95 
baking, I think, can be both, but bread baking 
is something where I just have a problem 
with consistency improving. So that’s my 
biggest complaint, but that’s something we 
teach in personnel.” 
 
“When you would train your managers one-
on-one to train your employees, if you didn't 
communicate something to them exactly 
right, then it was like playing telephone, it 
would change as it went down the line.” 
 
“I would definitely have the content reviewed 
by owners who own restaurants to make sure 
that it’s relevant and take input on how to 
make it better.” 
 
“But one of the things that is also problematic 
for us is that some of the content we get – I 
haven’t been on all of them lately, but 
originally, some of the content would say, “If 
there are any problems in your restaurant of 
any kind or if you feel that you’re being 
harassed or anything, call the regional office.  
Call your development agent.”  We’re like, 
“We really want to be telling our employees 
if they have any problem –?”  Any time we 
have a problem, the first point of contact 
should be your field consultant.  Well, that’s 
not – we have things posted in our store, “If 
you have a problem, there’s a chain of 
command that goes up to the owner of the 
company.”  We don’t say, “Go outside the 
company and tell people all your problems.”  
That’s one of the issues, too, is that content 
for an individual owner it would be very 
challenging to create your own training 
online.  But the flip-side is that when you turn 
it over to someone else, you lose control of 
the content.” 
 
  Relevant “I know a lot of the operation stuff, we came 
up with this when some anonymous store, no 
idea how much time it’s wasting, and it’s just 
– it gets frustrating. We don’t know who 
really is creating these classes.” 
  
96 
 
“Because I think some of the classes are too 
long. When they’re three or four hours long, 
it’s so hard to keep our employees – the voice 
of the customer and stuff. They’re good 
classes, but they’re so long that it’s a 
bummer. If we can break them up into 
segments or something, it’d be a little less 
overwhelming.” 
 
“every manager has got their own way they 
want their restaurant clean or their customers 
treated. Obviously, we’re all for good service 
and we’re all for consistency, but everyone 
has got their own nuances, and that’s why I 
think in person is a little bit better.” 
 
“But I've been pretty happy with it and I 
know the managers, even experienced 
managers, a couple of managers have been 
with me for 15, one for 17 years, and even 
they found it helpful.” 
 
“computers are great, but sometimes it's just 
the whole world doesn't work off of a 
computer screen.” 
 
“I think you still, the computer-based training 
is great, but it isn't a substitute for hands-on 
training.” 
 
“I understand that Subway wouldn’t want to 
have it that way.  They don’t know every 
owner.  They don’t know who they should 
trust to be able to do this the right way.  So 
it’s just easier from a corporate point of view 
to mandate that everyone does it the exact 
same way.  But at the store level, you’re 
gonna run into a lot of wasted time.” 
 
 Employee 
Misuse 
 “It's pretty well-documented in how many 
hours American employees or employees 
across the world waste checking Facebook or 
surfing the Internet, I guess for the kid it's 
Myspace or whatever.  Just in general, so I 
think there's some probably fear in terms of 
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that.” 
 
“I’ve had a computer hacker one time. One of 
my employees was so good at computers that 
when I took the laptop home, he figured out 
how to get everything on there. There was 
Limewire, Frostwire, all this stuff was on 
there. So it’s not a big concern as long as an 
IT guy can fix it.” 
 
“Well, costs it relates to me at least how 
employees generally treat my property.” 
 
“But if there was a two part where okay, you 
go, you take the test, and then you have to 
talk with the manager and prove to the 
manager that you retained it or learned it, I 
think that would help enforce it. There’s real 
value there that the manager can actually 
see.” 
 
“My only concern I would have is if it’s not 
on site and they’re just going through the 
motions – and the only example I have of that 
is when I went to take my real estate renewal 
license. It was a timed test. You had to have it 
for so long. So we got to the point where I 
answered a question, go iron my shirt, do 
whatever, answer it again. I have some 
concern with that. Just going through the 
motions and not actually utilizing it where 
they should.” 
 
“I mean even our POS systems, you've got 
somebody that's mad at you, can you imagine 
that someone who is computer savvy can get 
mad at you on their way out the door, how 
much they can do in 30 seconds on a POS 
machine?  It could set you back months.” 
 
“Somebody who's really well-planned, they 
could take it and just sabotage your 
machine.” 
 
 Payroll 
Reporting 
 “And the other thing is that because we don’t 
have a good system in place to do equipment, 
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place to do it or whatever, I worry – it’s a 
great expense and I worry about the 
effectiveness of the training because they’re 
doing it on their own at home, having a friend 
do it or whatever. I could just about guarantee 
with 46 examples that I have of whatever bad 
example could happen, I’ve got at least one of 
them. Some manager – somebody said to a 
manager, I’m sure, somebody had another 
manager do it for them and check it off. I’m 
sure that’s happened.” 
 
“It gets a little tricky when the hourly 
employees because you have to pay them for 
the time they’re taking the classes, and if you 
do that while they’re in the store and take – 
them operating the business for you.” 
 
“Even if I paid for them.  I don't have a 
problem paying for them; I only see the 
return on investment on that.  I'm concerned 
about time keeping.” 
 
“What classes you take, when they take them, 
how they take them, where they take them, 
how much you pay them for, how you track 
that.” 
 
“Even if I paid for them.  I don't have a 
problem paying for them; I only see the 
return on investment on that.  I'm concerned 
about time keeping,” 
 
“If it comes to the point where everyone is 
required to take these classes, the burden on 
us, labor wise, to track it and manage that 
process and get that down to payroll and get 
that down to the store, I think that’s going to 
be a detriment to owners wanting to embrace 
it as well.” 
 
For me, if they’re working off the same 
outline or program, it’s more trackable. You 
can kinda track how well people are doing 
better, I think, if you have something to kind 
of work off of. 
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 System 
Reliability 
 “Just recently, it’s timing out every five 
minutes. They’re having problems with their 
server. We called and asked what was going 
on, but it’s still happening, and that’s a big 
challenge because you can’t even finish a 
class on there right now with the way it is.” 
 
“We’ve had challenges getting initially 
through the first course. I guess that’s just 
some computer compatible [inaudible]. Once 
they get set up, they’re usually good to go. 
But that initial getting logged in for the first 
time and navigating their way through the 
first time is a little tricky.” 
 
“computers are great, but sometimes it's just 
the whole world doesn't work off of a 
computer screen. “ 
 
“it's easily accessible.  Not only for us to 
check it and track it, but just being on the 
Internet, with the employees to have it in the 
store, it's easy for them to get it.  For me, the 
system doesn't go down – the Internet doesn't 
go down often.” 
 
Resources Computer 
Uses 
 “We have three computers. We have security 
system computer, and I have a register 
computer and a laptop. The laptop is just the 
store laptop, so the store can use that for 
Subway University or – they can’t log on to 
other Subway University. In Shamrock, that’s 
it. They can use it for Shamrock orders and 
for Subway University.” 
 
“We use the security system for those 
employees who can’t access the computer 
anywhere else. You could access it. It’s not 
realistic because where it’s at. Well, it’s being 
used to ring up people or before the store 
opens, they’re generally doing some kind of 
paperwork function on it, so it’s just not – 
just doesn’t make sense.” 
 
“Or if they have a central place where 
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everything is stored, all the documents are 
stored, which really, we should have a 
website if there’s any documents. But if they 
have things that are special for their store, 
they can just go back there and pull it up and 
go through every history or e-mail that has 
been sent or received. It allows us to just keep 
everyone more organized and communicate 
better, or we can communicate daily or 
hourly if we have to.” 
 
 New 
Technology 
 “most of their audience is teenagers or 
younger people. So if it was a little edgier, a 
little more hip, a little more fun, it could be 
received better. And part of that may just be – 
a lot of the courses I’ve taken are more of a – 
not as much video. It seems to be more of a 
slide or a fact or a statement. So just more 
video, more fun, a little more edgy.” 
 
“And the way technology is going, ten years 
ago, people were all getting desktops. Five 
years, everybody was getting notebooks. The 
way it is now, people are investing – the most 
expensive pieces of equipment they’re buying 
are their phone. It’s getting bought down by a 
service plan, but it’s – and they’re expecting 
that phone to do everything.”  
 
“That’s where they get their email, their text, 
where they get all their information. I’ve 
gotta tell you, right now I think my mangers, 
if I asked if they wanted to do notebook” 
 
Motivation Employee  “It gets a little tricky when the hourly 
employees because you have to pay them for 
the time they’re taking the classes, and if you 
do that while they’re in the store and take – 
them operating the business for you.” 
 
“takes some people a week, and if it takes 
them a week, it tells me they’re not motivated 
about the job, so I kind of rethink about 
hiring them” 
 
“employees are now starting to get more 
  
101 
motivated towards this since I started the 
bonus program system, and there’s also deals 
where if you take so many classes, you get 
$500.” 
 
“think we need to tell our employees the big 
picture because a lot of times, they think it’s 
just a job, or they think, “Hey, I’m only going 
to work here a couple weeks until school 
starts or whatever” 
 
 Manager  “But I've been pretty happy with it and I 
know the managers, even experienced 
managers, a couple of managers have been 
with me for 15, one for 17 years, and even 
they found it helpful.” 
 
“I interviewed someone this morning that had 
a ton of experience not only in food service 
but in the brand, and one of the attractions of 
hiring this person was that they had years of 
experience but they said to me, “Who’s going 
to train me?” And I realized that as an 
employee, they want to be trained. They want 
to be shown the way.” 
 
“For managers, it works really well. It really 
helps kind of hone on the skills. And the way 
we’re structured, at least, the managers have a 
laptop, and they’re on salary, so they can take 
the classes if they’re in the store or they’re 
out of the store.” 
 
“But I think the managers because they have 
invested interest in the results of the store. 
That’s a way to compensate them. They take 
it seriously and give them value out of it” 
 
“working with the managers to become better 
managers, better motivators, better 
communicators and we don't have to work as 
hard to make them better moppers, better 
sandwich makers, better bread bakers because 
that part of it is more or less taken care 
of.  And I think that's why our stores are run 
better because we can now, as a company, 
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spend more time developing management 
skills.” 
 
“I don't necessarily there's a fear, but one 
thing you have to continue to coach, it's not a 
substitute, it's additional training on top of 
hands-on training.” 
 
 Owner  “I think the issues are how tech savvy some 
of the owners are. They may be more afraid 
of it than the employees.” 
 
“I think it has to do with the organization. If 
you have a well-run store, you feel like your 
training program is working. Why do I need 
this other thing? But if you’re not running 
your stores well, you may see it as this isn’t 
really helping because I’m not good at 
training people.” 
 
“If it was required. I’m kinda slow to move 
on some of these things, but we have access 
to the things you’re talking about” 
 
Knowledge 
Transfer 
Learning 
Abilities 
 “I think that’s the other factor because 
sometimes you have employees who may be 
older and haven’t grown up using laptops and 
those types of programs. I’ve dealt with that 
where I’ve had employees who have never 
used a laptop before in their life, but I gave it 
to them anyway, and I made them just keep 
working with it and get used to it, and it’s 
taking time, and they’re still developing. 
They’re trying to catch up for ten to 15 years 
of not using that type of service.” 
 
“some employees are more advanced than 
others and may not need that stuff, and maybe 
the manager is really good at training one 
piece, but they use the classes to help out in 
what they do and some of the higher – outside 
the main scope of the jobs. So I think if we 
had to not have to have the blanket – 
everyone has to do everything on this list, be 
able to know what this employee needs and 
do the training schedule to that employee to 
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what is going to make that employee do well 
in their store” 
 
“You're dealing with the teenagers.  I tell my 
managers you have to think of your own 
kids.  My manager who has teenagers, think 
of how many times you've got to tell them to 
pick up after themselves and do something or 
do this, it's not much different in the store.” 
 
“I have some that are behind; they're not the 
first ones to get it done.  We've given them a 
list of five courses or something to take; I 
check that night, there will be already be 
three people who have completed it. And 
others, it's a month later and they haven't 
even done one, so.” 
 
“we had one manager who just computers is 
like, she's an older lady and she had a hard 
time of doing the computer stuff.  Once she 
got into the courses, she did fine.” 
 
 What to Do  “How it should look prior to customers 
getting there and that kind of thing, but 
definitely how to make a sandwich and how 
to walk them down the line, and bread 
baking, I think, can be both, but bread baking 
is something where I just have a problem 
with consistency improving. So that’s my 
biggest complaint, but that’s something we 
teach in personnel.” 
 
“Probably food safety. They can help 
reinforce what it should be, but if it’s not 
taught by a certified person, you run the risk 
of employees not knowing everything 
correctly.” 
 
“I don't need someone so much to tell my 
employees to be friendly. If I can't drill that in 
at the store level, I haven’t hired right and I 
haven’t trained right. But it’s more important 
to give things that are – maybe more depth 
and substance to some of the training than a 
manager might be able to give at that level.” 
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“it doesn’t work so well when you say, put 
four olives, make sure you put them evenly 
distributed on the sandwich, turn the open 
end of the olive up. It’s just like, okay, come 
on, I got it. And so if you can – but if you can 
say, to your point, some company history, 
how many countries they’re in, those are 
important things to kids who are excited their 
first day on the job.” 
 
“How it should look prior to customers 
getting there and that kind of thing, but 
definitely how to make a sandwich and how 
to walk them down the line, and bread 
baking, I think, can be both, but bread baking 
is something where I just have a problem 
with consistency improving.” 
 
 Why to Do  “think we need to tell our employees the big 
picture because a lot of times, they think it’s 
just a job, or they think, “Hey, I’m only going 
to work here a couple weeks until school 
starts or whatever” 
 
“You’re gonna care the way we care, and all 
the why. In other words, don’t just do it this 
way, but why you do it that way. So 
transferring that knowledge from us to them.” 
 
“I’ve had people say to me, “Well, everyone 
knows that a knife is sharp,” or, “Everyone 
knows that an oven’s hot,” or whatever. But 
they don't realize that if you haven’t had a job 
before – some of the kids we hire really have 
never been in a kitchen at home other than to 
eat. They haven’t really done it. Sometimes 
they don't really know.” 
 
“I was thinking about the friendly part, and 
you kinda assume they’re friendly but – they 
can be friendly, but, “Why are we being 
friendly?” I think the customer service could 
go a lot deeper – kinda the same thing. You 
get a broader perspective on why you’re here 
and why you’re friendly.” 
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Cost Computer  “If the laptop was $25.00, you’d probably 
buy it for sure because if it doesn’t come 
back, you’re not as upset by it.” 
 
“I’m not doing it because I don’t have a good 
system in place to do it. If I had an office in 
my store with a desktop or a laptop that was 
tethered there and high-speed Internet, we 
would use it for every employee” 
 
“I’m kinda slow to move on some of these 
things, but we have access to the things 
you’re talking about, whether it be stolen out 
of the car of left on the table and walking 
away or breaking or just convenience, like 
you said” 
 
“We also have – originally, I thought a DVD 
would’ve been better as opposed to 
computer-based training because of all the 
limitations we had for access to the internet 
or whatever, and I understood the reason why 
you don't want to do that is because you want 
to be able to change content frequently and 
you’re not gonna mail out 30,000 DVDs 
every time you make a change. I get that.” 
 
“I have laptops and I’ll tell them to take it 
home and use it. Also, I have air cards. Pretty 
much, as far as tracking, you can see if they 
completed it or not. But then I also had a case 
where I sent it home with one employee who 
turned around and gave the laptop to the 
second employee, and then that person did 
it.” 
 
“That's not that cost effective, it's a more 
challenge, actually.  And making sure that's 
not going to be updated on to new DVD's on 
a new book.  This one has Internet, but we are 
using it.” 
 
“Whether they know the computer or not, I 
guess.  Some of them don't have a computer 
at home, so they don't use the computer 
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often.  So not only do you have to take the 
time to sort of familiarize them with just the 
basics of logging into a website.” 
 
“Yeah and they're such a delicate piece of 
equipment in the way we all know how our 
employees treat our equipment as it is.  The 
last thing you need is something that's highly 
sensitive.” 
 
“So the only computers we have in the stores, 
so we're looking at because we're in the 
process of implementing this, hopefully by 
the end of the year.  And so we're looking at 
laptops.  Again, I only have one store that has 
a desk.  If we did in store training, it would 
have to be in the lobby in at least six out of 
eight stores because two stores have a desk 
typically.” 
 
“A big factor for us was laptops got really 
cheap.  And I was gonna have a problem 
putting a desktop in, which were always 
cheap or have been for a while.  But we don't 
have a good place to put them that wouldn't 
get damaged, spilled, used at countertop or 
something.  So when laptops got very 
inexpensive, then it was easier for me to 
justify it.” 
 
 Labor  “It gets a little tricky when the hourly 
employees because you have to pay them for 
the time they’re taking the classes, and if you 
do that while they’re in the store” 
 
“managers because they have invested 
interest in the results of the store. That’s a 
way to compensate them. They take it 
seriously and give them value out of it” 
 
“What classes you take, when they take them, 
how they take them, where they take them, 
how much you pay them for, how you track 
that. It’s just overall can be difficult to 
manage.” 
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“We do pay employees online hourly to take 
it – not totally set it up and having to take it, 
but in the beginning, they take some on their 
off time. And if they take them on their off 
time, we also have paid days off if you take – 
every 15 classes and pass with an 80 percent 
or above, things like that, but the hardest 
thing is getting them to get out of – I have the 
same problem” 
 
“I agree labor costs would certainly be a big 
hesitant, and then just the whole management 
of it. Again, we’ve got 310 employees, and so 
for us to say where each person is on that 
matrix of classes can be difficult. Again, 
when they take – depending on one may take 
20 minutes, one take 30 minutes, one 45. 
Someone will take two minutes because they 
go straight to the test and take the test and 
don’t actually go through the course.” 
 
“So you do it in an environment in which you 
have control, so you know you're paying and 
doing this or you don't do it at all because 
you've got to pay them because you've got to 
make a certain dollar commitment before you 
put somebody out there to make 
sandwiches.”  
 
“Why do I have to pay you to take this class 
to learn something that qualifies you to do 
this job?” 
 
“I've had employees who want to take it and 
I've had to tell them no.  They're hourly, if 
they're salary, more power to you.  But if 
they're hourly, you have to tell them no.” 
 
“Are owners gonna see it's the same return on 
investment when one month they hire four or 
five new employees and invest 20 hours of 
training into them and then all of a sudden, 
boom, they're gone.  And the labor cost is 
shot through the roof.” 
 
“When you tell them to take it at home, 
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they're gonna be paid by the hour, they're 
gonna run that course for 60 minutes.” 
 
“You need a certain amount of knowledge to 
walk into Subway to do a job.  Why do I have 
to pay you to gain that knowledge?” 
 
“Or you don't want the Department of Labor 
to come down on you two, three, four years 
from now saying you've got 200 employees 
that took $600 worth of courses and you 
didn't pay them for it.” 
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APPENDIX I 
PILOT QUESTIONS 
 
 
Do you understand the survey’s objective? 
 
Is the wording of the survey clear? 
 
Do any of the questions require you to think too long or too hard before responding? If 
so, which ones? 
 
Which question items produce confusion? 
 
Is the survey too long? 
 
Do the answers collected reflect the purpose of the survey? 
 
 
Additional comments? 
 
 
 
Information about you: 
 
How many years have you worked in the hospitality industry?    ____  
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APPENDIX J 
ONLINE SURVEY 
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APPENDIX K 
EMAIL INVITATION TEMPLATE 
From: Rick Hall 
Subject: Survey Invitation: University of Subway 
 
I am writing to ask for your participation in a survey seeking to identify Subway 
owner’s opinions of the University of Subway as a training tool for entry-level 
employees.   
 
I am conducting this study for my dissertation project as a partial requirement for 
my doctoral (PhD) studies at Iowa State University.  Iowa State University Office 
for Responsible Research, 1138 Pearson Hall, Ames, Iowa 50011-2207, 515-294-
4215 has approved my research.    
 
This short survey should take no longer than 10 minutes to complete and can be 
completed using most web browsers.  Please click below to start your survey. 
 
Survey Link: https://iastate.qualtrics.com/SE/?SID=SV_eWhKA1N6l2TD1cN 
 
As an incentive, participants who complete the study will have the opportunity to 
voluntarily enter into a drawing for a $25 gift certificate to Best Buy.  
 
If you have any questions about this study, would like more information about the 
content matter of my research, or have any concerns about participating, please 
contact my major professor, Dr. Robert Bosselman, or me using the information is 
below. 
 
Thank you for your participation.  Results of the survey will be available to you 
upon request. 
 
 
Rick Hall, Graduate Student    Dr. Robert Bosselman 
Iowa State University     Professor  
3434 West Anthem Way    Iowa State University 
#118-234      31 MacKay Hall 
Anthem, AZ  85086     Ames, IA  50011-1120 
rick.hall@asu.edu     drbob@iastate.edu 
 
